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The aim of the research was to contribute to our knowledge of contemporary HRM by 
evaluating the effectiveness of HRM in Vietnam. This was done by measuring and explaining 
employee turnover intention in the food and beverage (F&B) industry in Vietnam. The theory 
and model used integrates three different levels – individual, team and organization. The 
approach was mainly positivist, with a case study – XYZ Bakery Vietnam- in which a survey of 
36 variables across the 3 levels – individual, team and organizational - provided data to describe 
and analyse the dependent variable (turnover intention). These variables were derived from the 
literature.  
The pilot study of XYZ Bakery showed various factors at the three levels affecting 
employee turnover intention in the company, emphasizing most the organization level then the 
individual level as major influence of turnover intention. Additionally, there was evidence that 
the team factor has a relatively low level of connection to turnover intention.  
For the main study, quantitative and qualitative data collection and statistical analysis 
conducted (correlations and path-analysis) to describe and analyse to turnover intention in the 
main study with two additional cases for triangulation verified these associations between 
different levels and turnover intention. 
In conclusion, the paths to turnover intention in Vietnam was in some respects replicating 
what the literature on turnover intention showed, but also indicating that organisational and 
individual factors were more significant, and team factors less significant than other studies 
purport to be the case. Especially, a wide range of organizational factors (e.g. salary, 
communication, management support, work environment) predicted employee turnover either 
directly and indirectly. Yet, the predictability of turnover intention by organizational and 
individual factor was varied depending on the strength and quality of organisational factors.  
The current study implied that measuring job satisfaction and organizational commitment 
could be an indicator for effective employee resource planning and highlighted the key 
motivation factors in HRM and importance of training and development in Vietnam HRM. 
However, there was no clear evidence of any immediate issue in employee / employer relations. 
Yet, since the HR market has been more competitive since Doi Moi (reform) policy in Vietnam, 
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Vietnam has one of the fastest growing economies in the world with 5.5%-7% of annual 
GDP (since 2000) growth per annum. Even after the global financial crisis, Vietnam’s economy 
recovered relatively faster than did others and, the economy is currently growing at around 5% a 
year, thus attracting much attention from foreign investors. In particular, since 2007, a large 
number of multinational companies began rushing into Vietnam under the WTO agreement that 
decreased the barriers to foreign capital being used to start businesses in the emerging market. 
(Towers-Watson, 2012)  
However, not everything was as positive as are the economic indicators. Specifically, the 
human resource issue made it difficult for foreign investors to operate in Vietnam. For example, 
according to T&M (2016), the annual employee turnover reached 17.0% in 2015 for 
multinational corporations in Vietnam, which has been gradually increasing in recent years. The 
study pointed out that this one of the most difficult issues for foreign-invested businesses in 
Vietnam. More specifically, employee turnover in the hospitality sector was higher than it was 
other industries, accounting for 60% to 300% of annual turnover (Jones, 2008) or almost $10,000 
per operational staffs according to a study conducted in Australia (Davidson et al., 2010). 
The current trend in employee turnover in the Vietnamese Food and Beverage (F&B) 
sector confirmed the challenging HR issues concerning employee turnover. During a personal 
communication in 2015 with the former CEO (Mr. Nguyen) of a leading global coffee chain in 
Vietnam, the company recorded over 50% of voluntary turnover every year, and one of the most 
challenging management issues was to ensure the effectiveness and efficiency of its operations.  
As a matter of fact, XYZ Bakery (the first and main case company for this study), a 
leading global bakery chain in Vietnam, had more than 100% employee turnover annually, 
according to the HR manager; therefore, the real amount of employee turnover was quite high 
and caused serious strategic issues for the Vietnamese F&B sector. 
One fundamental issue in Vietnamese HRM has been the low quality of general 
education. Although relatively high numbers of Vietnamese finished upper secondary school 
(94% in 2015 according to General Statistics Office of Vietnam), employers often provided 
training to entry level employees, even for university graduates due to public education not 
producing employable people.  
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The importance of dealing with employee turnover was widely discussed in previous 
research and the explicit cost was estimated at around $267 per person (Kaak et al., 1998); 
however, the actual cost could be significantly higher due to lower productivity and lost sales, 
and could cost up to $5,000 per person according to the National Restaurant Association 
(Gustafson, 2002). Furthermore, Branham (2005) added the cost of disengaged employees before 
they left their jobs. For these reasons, the cost of turnover to a single hospitality business may be  
$37,000 annually (Kaak et al., 1998) and $5 trillion nationwide (Frank et al., 2004). Accordingly, 
identifying the reasons for employee turnover in the F&B industry is a critical and strategic issue 
for long-term business success. 
This sets the context for the importance of HRM to sustain competitive advantage since 
human resource was one of the key resources for long-term success (Allen and Wright, 2006). 
As the F&B sector rely on human resource for value creating activities it’s a good sector to 
evaluate effectiveness of HRM system in challenging labour market in Vietnam as a whole. 
Previous research to understand factors influencing employee turnover intentions were 
mostly irrelevant to Vietnamese F&B context e.g. Robinson et al. (2014) and Qiu et al. (2014). 
Furthermore, the scope of studies was often limited to few factors e.g. Vasquez (2014) and 
Moncarz et al. (2009). 
Ren et al. (2014) pointed out limitations in the previous research in Vietnam HRM sector 
and the literature focused on Vietnam HRM, which were not focused on employee turnover issue 
nor the F&B sector (Zhu and Verstraeten, 2013), but mostly studied how the recent political and 
social changes affected HRM practices (Zhu and Verstraeten, 2013). 
To understand reasons behind turnover issues, a conceptual framework was developed, 
and a research design for exploring the association between variables was established. These 
variables came from the existing literature, mainly developed in Western countries, so the 
research design also had to open for identifying Vietnamese context themes but including 
interviews and exploring case studies. 
The current research aimed to evaluate the effectiveness of HRM in Vietnam by 
exploring turnover intention in the food and beverage (F&B) industry in Vietnam with variables 
at three different levels – individual, team and organizational. To achieve the aim, the current 
study attempted to answer the following questions: 
3 
 
- What are the variables that predict employee turnover in Vietnam F&B Sector? 
- How are the variables associated to predict the employee turnover? 
- What does the study of turnover intention show us about the effectiveness of HRM in 
Vietnam F&B Sector? 
 
To answer the research questions, the research set four objectives as following: 
- To identify the levels and causes of employees’ turnover intention in case study 
companies in the food and beverage industry in Vietnam. 
- To analyse the paths among individual, team and organizational level that shape 
employees’ turnover intentions in the food and beverage industry in Vietnam. 
- To explore the personal experiences of employees and better understand their turnover 
intentions and experiences of HRM in the case study companies  
- To generalise from the cases and the sector to identify themes and concerns in the future 
for HRM in Vietnam 
 
To achieve the four objectives, the current research analysed different levels and factors 
that influence employee turnover with developing a path model to understand how different 
levels and factors were interrelated. Also, the research collected qualitative data to triangulate 
reasons for the causations and paths to give implications HRM effectiveness in Vietnam F&B 
sector.  
A pilot study was developed in preparation for the main study. The pilot study was used 
primarily to evaluate reliability of the questionnaire and develop a preliminary theory. In the 
main study the descriptive statistics and hypothesis tests were provided. Interview data was 
collected to triangulate the correlations being identified from the survey.  Furthermore, two 
additional case studies were conducted for triangulation to validate the main study. Together 
these enabled confidence in the associations among variables being found, and the generalization 










2.0. Literature review 
2.1. Doi Moi (reform) and socio-economic change in Vietnam 
2.1.1. Overview of Doi Moi 
In 1975, after years of war, Vietnam was reunified as a socialist country under a centrally 
controlled economy. Nonetheless, the legacy of the Soviet Union model was some serious socio-
economic issues; including poverty, trade deficits, insufficient consumer goods, medical services 
(Thang, 2001). Other neighbouring economies were performing better as a result of  
globalisation (Lloyd, 2003). Moreover, the downturn of the Soviet Union’s economy affected 
Vietnam directly, as  the Soviet Union had been Vietnam’s main political and economic ally 
(Tuan, 2012). As Vietnam was diplomatically isolated by the U.S. and China, there was 
increasing pressure on the Vietnamese Communist Party (VCP) (Tuan, 2012).  
After a decade of economic downturn, in 1986, the VCP finally decided to make a 
dramatic change in the economic system, namely the ‘Doi Moi’ (reform) policy. The reform 
aimed to transform the centrally planned economic system into a socialist market economy, and 
included three main changes:  
1. Greater autonomy in state-owned enterprises (SOEs) and the elimination of price 
control and state subsidiaries,  
2. Encouraging private sectors, and  
3. Inviting more direct foreign investment (FDI) (Tuyen, 1999, Thang, 2001). 
In this section, the impact of Doi Moi was briefly reviewed from a socio-economic 
perspective. 
 
2.1.2. Economic growth 
As the main aim of Doi Moi was the reform of the economic system, there was a 
dramatic change in Vietnam’s economic performance. Before Doi Moi, the average GDP per 
capita growth in Vietnam was only 1.4% and 2.9% in the 1960s and 1970s, respectively’ 
(Glewwe, 2004). After Doi Moi, the GDP started growing exceptionally, from 5% to 10% during 
the 1980s and 1990s, respectively (Schaumburg-Müller, 2005). During the 2000s, the GDP 
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exceeded that of other countries (such as Malaysia, Philippine and Thailand) by 7% per annum 
(Schaumburg-Müller, 2005).  
This strong economic growth was based on the rapid industrialisation that took place in 
the last three decades. Before Doi Moi, 75% of Vietnamese labourers worked in the agricultural 
sector (Tran, 2013) and contributed almost half of the total GDP in 1988, according to the 
General Statistics Office of Vietnam (GSO). After the reform, the labour participation in 
agriculture has been gradually decreasing to 46% of the total labour force and contributed only 
18% of the total GDP by 2013, while the contribution by industry and construction and the 
service industry to the GDP increased to 38% and 43% in 2013 (from 28% and 33% in 1986), 
respectively (GSO). In particular, accommodation and food service activities have had a 
significant impact, as their contributions have doubled since 2005, from 1.9% to 4% in 2013, 
according to the General Statistics Office of Vietnam. 
The open policy regarding the global market also affected the FDI and international trade. 
After Vietnam was allowed to join WTO in 2007, FDI inflow increased dramatically to USD 71 
billion (registered) from 1.6 billion in 1988 (GSO). The contribution of foreign-invested sector to 
the GDP increased from 15% in 2005 to 20% in 2013, and labour participation in the foreign-
invested sector increased to 3.4% in 2013 from having been only 1% in 2000 (GSO). As more 
FDI flowed into Vietnam, more foreign F&B Service brands started coming to Vietnam as 
McDonald’s, Dunkin Donut, KFC, Burger King, and etc. that causes higher level of competition. 
In 1990, the value of international trade in Vietnam (including export and import) was 
only USD 5.2 billion, but it has increased sharply over the last twenty years to USD 327 billion 
(GSO) - equivalent to approximately 170% of the GDP in 2015.  
Despite the FDI and international trade’s economic contributions, the non-state private 
sector did not really gain its portion from the Doi Moi policy in terms of labour participation and 
GDP contribution. For example, in 2002, the Communist Party Vietnam (CPV) introduced a new 
law for small to medium enterprises (SMEs) to boost the private sector (Decree 91/2001), and 
the number of SMEs increased for the next few years (Hakkala and Kokko, 2007). However, the 
impact of the new SME law might have just been an increased number resulting from the 
legalisation of the underground economy or might be caused by the interpretation of unreliable 
data (Hakkala and Kokko, 2007). In addition, the labour contribution of the non-state sector in 
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2013 has even decreased slightly (by 1% since 2000), and the GDP contribution by the non-state 
sector in 2013 has only increased by 1% since 2005 (GSO). 
The weak growth of the non-state sector could be explained by the heavy reliance on and 
favourable treatment of the state sector (Hakkala and Kokko, 2007). In fact, the state sector 
continues to generate a significant portion of Vietnam’s GDP, accounting for 32% of the total 
GDP in 2013 (GSO). 
The controversy surrounding the SOEs’ dominance in the economy stemmed from the 
inefficient use of favourable treatment; for example, SOEs charged five times more to generate 
one job than did FDIs and eight times more than did private local businesses (Hakkala and 
Kokko, 2007). Furthermore, almost half of the SOEs were not profitable, which created a higher 
number of non-performing loans in the banking sector  (Leung and Riedel, 2001). Moreover, 
Vietnam is a highly corrupt country (119th of 175 countries, according to the 2014 Corruption 
Perceptions Index) and there were high administration costs for private businesses wishing to 
compete with SOEs in the corrupt institutional environment (Hakkala and Kokko, 2007).   
In recent years, there has been increasing awareness of the low productivity of SOEs and 
of the increasing public debt to GDP ratio (from 37.9% in 2012 to 54.9% in 2014). Thus, the 
CPV has been trying to reform the banking sector (VNS, 2015) and to privatise more SOEs 
(VNS, 2014) to increase the efficiency of the socialist market economy.  
The high participation of SOEs with relatively low productivity under higher level of 
competition in F&B sector increased awareness of more productive management, yet also the 
high compensation gap would bring motivation issues to F&B sector in Vietnam. 
 
2.1.3. Social Change 
The first direct impact of economic improvement on the society was the reduction of 
poverty. GSO statistics show the poverty rate has decreased dramatically over the last two 
decades, from 58.1 % in 1993 (Kang and Imai, 2012) to 9.8% in 2013. As more people escaped 
from poverty, the pattern of food consumption changed as more people started to consume 
protein sources (such as meat and fish), and ate less rice (Thang and Popkin, 2004). Not only the 
degree of poverty, but also the general quality of human lives improved, according to the Human 
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Development Index (HDI). In 1980s, Vietnam scored 0.463 for the overall HDI, but this score 
increased to 0.638 in 2013. 
However, social improvement was not distributed equally after the Doi Moi reform. For 
instance, although there was dramatic decrease in the poverty level, ethnic minorities in the 
central area remained poor – 16% to 22% below the poverty level compared to 9.8% nationwide 
in 2013 (GSO) - and these poor income groups still relied more on rice than do the wealthier 
groups (Thang and Popkin, 2004).  
In fact the inequality in Vietnam was revealed to have increased from 33 in 1993, based 
on the Gini Coefficient.  Fritzen (2002) projected that the trend towards a high degree of 
inequality could increase to 43 by 2013. Although the latest Gini Coefficient in 2012 showed 
moderate improvement (35.6), inequality was still considered to be an emerging social issue 
caused by the economic reform (Kang & Imai, 2012, Nguyen et al., 2007). 
On state level, there has been a consistent increase in the minimum wage to improve the 
quality of life of the low-income class. Since 1993, the nominal monthly minimum wage in 
Vietnam has increased from VND 120,000 to VND 650,000, and it would reach VND 3.5 
million ($162.2) in 2016 as a result of the Vietnam National Wage Council’s decision (Tuoi Tre, 
2015). Nonetheless, 3-6.8% of labourers were still not protected by the minimum wage law, and 
this number was higher (6.5% to 6.8) in the informal sectors during 2004 – 2006 (Nguyen, 
2010). In addition, the negative impact of raising the minimum wage was a dispute between 
employers and employees, although there was little evidence that the higher minimum wage 
increased the unemployment rate (Nguyen, 2010). 
In addition, there have been some changes to women’s roles and gender equality after 
Doi Moi. Under the communist regime, gender equality was one of the important items on the 
agenda to spread communism; thus, there was a consistent effort to equalise gender roles before 
Doi Moi (Knodel et al., 2004). Since the Doi Moi reform, there has been less political 
involvement in family roles, while changing economic structures and the growing imbalance in 
income have caused a resurgence in Confucian values back to the gender role (Knodel et al., 
2004, Long et al., 2000). For instance, under the new socialist market economy, significant 
numbers of jobs reserved for women disappeared from the state sector, but women found it 
relatively more difficult to get jobs in the non-state sector (Tuyen, 1999). Even if women found 
jobs, there was a pay gap between the genders – women’s salaries were 88% of men’s salaries, 
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which caused disparity in domestic decision-making power and caused problems with gender 
roles (Tuyen, 1999, Long et al., 2000).  
However, the other studies showed that the gender pay gap has gradually decreased in 
recent years (Pham and Reilly, 2007) and an increasing number of younger women have started 
to demand relationships that were more egalitarian as their economic and political participation 
and contributions have increased (Long et al., 2000).   
As Vietnam became more industrialised and modern, urbanisation has become another 
trend following the introduction of Doi Moi. According to Zhang et al. (2006), there were two 
major factors behind this rapid urbanisation, namely a surplus of labour for higher productivity 
in agriculture in rural areas and state land reform that allowed people to own property in other 
regions. In particular, concentration in the two major cities – Ho Chi Minh City (HCMC) and 
Hanoi - was a noticeable trend. In 1989, approximately 1.5% and 4.6% of the population lived in 
Hanoi and in Ho Chi Minh City, respectively (World Bank, Drakakis-Smith & Dixon, 1997), 
while these figures rose to 8% and 9%, respectively, in 2013. It was interesting that the overall 
growth in the population size stagnated in recent years with a 7% increase since 2010, but the 
urban population was still growing sharply, with a 20% increase since 2010 (World Bank).   
Despite the improved economic performance after Doi Moi, rapid urbanisation caused 
some other social issues. For example, since the cost of living in HCMC was higher, the poverty 
datum line was significantly higher (over 60%) than it was in rural areas, and has caused urban 
poverty (Drakakis-Smith and Dixon, 1997). Moreover, the rapid growth did not allow the state to 
plan effectively for other public issues such as public water, pollution and housing. In the rural 
areas, since increasing numbers of young people have left for the big cities, care of the elderly 
was a potential issue as there was very little government support for elders (Barbieri, 2006).  
As urbanisation has increased, the public scene in HCMC and Hanoi has also changed. 
Before Doi Moi, public space used to be under the tight control of the communist government 
for political reasons (Drummond, 2000). However, the economic reform has changed public 
places into venues for non-political activities such as commerce (street vendors), and for various 







Over the last three decades, Vietnam has transformed from being a starving communist 
country into one of the fastest growing, most dynamic economies and societies in the world. This 
rapid change may have various strategic implications for business owners. In terms of human 
resource management, the growing income, the influx of FDIs, higher living standards and 
changing gender roles could challenge methods of sourcing employee, training and development 
and performance management, as well as employer/employee relationships. In the next section, 
literature on effective HRM and Vietnam was reviewed to illustrate these concerns.  
 
2.2. Effective Human Resource Management (HRM)  
Human Resource Management (HRM) has been viewed as an important success factor 
for businesses ever since the very early studies of management by Taylor (1914) and Fayol 
(1916). Specifically, HRM was seen as a source of competitive advantage (Pfeffer, 1998). 
Ivancevich and Lee (2002) emphasised that effective HRM contributed to organisational 
effectiveness and to achieving goals via staffing, training and development, performance 
management, employee relations, HR planning and compensation. 
In this section, the importance of HRM at the strategic management level will be 
reviewed briefly with reference to previous studies and some key findings of effective HRM 
practices will be discussed. 
 
2.2.1. Strategic HRM 
Wright and McMahan (1992) defined strategic human resource (HR) management as “the 
pattern of planned human resource deployments and activities to enable an organisation to 
achieve its goal (page 298)”. The article highlighted vertical and horizontal connections to the 
higher levels of strategic processes and the same level of HR practices (Wright and McMahan, 
1992).  
With regard to the vertical alignment, Devanna et al. (1981) study showed how HR 
function supported medium to long-term managerial and strategic goals, and a similar vertical 
relationship was emphasised by DeCenzo et al. (2013).  DeCenzo et al. (2013) pointed out that 
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effective HR practices helped organisations to create competitive advantages that support 
organisational strategy by building talented workforces that are difficult to imitate.  
The importance of HR in business strategy was also mentioned by Mintzberg et al. 
(2001), in that developing effective strategies is a matter of how quickly people learn (that is, the 
Learning School of Strategy) from complex environments. Accordingly, this work implied that 
managing people to gain more knowledge was critical for businesses’ success.  
 
2.2.2. Resource-based View (RBV) of HRM 
Among the most dominant studies that explained how HRM contributed to sustainable 
business were the studies based on the resource-based view (RBV) following the dominance of 
Porter’s strategic framework during the 1980s (Allen and Wright, 2006).  
One of the most pioneering works that defined the resource-based view of strategic 
management was that by Barney (1991). Barney (1991) highlighted the four main elements that 
create sustainable competitive advantages, namely value, rareness, imperfect imitability and 
substitutability. This study added the view of internal view of business success by emphasising 
how people can be seen as a key success factor for organisational success. For example, Hitt et 
al. (2001) confirmed that investing in human capital contributed to higher organisational 
performance, while the importance of knowledge created by human capital was also stated by 
Grant (1996).  
Although Priem and Butler (2001) offered the criticism that RBV could not be considered 
to be a testable theory and has limitations in terms of explain superior performance, the 
importance or human resource in the strategic management context was widely agreed upon  in 
other studies, such as the work of Allen and Wright (2006). 
 
2.2.3. HRM Best Practices 
A wide range of HRM practices that improve organisational performance were identified, 
including increased profit (e.g. Huselid and Becker, 1996, Delery and Doty, 1996) and quality 
(e.g. MacDuffie, 1995). DeCenzo et al. (2013) divided the various HR practices into four 
categories, namely staffing, training and development, motivation and maintenance, and these 
four main functions have also been confirmed by other studies. 
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For example, selective hiring based on job design, attitude and behaviour improve 
organisational performance (Ahmad and Schroeder, 2003) and similar evidence was found by 
Katou and Budhwar (2006). In addition, overall individual performance issues caused by poor 
training were studied by Ukandu and Ukpere (2013). In particular, Poulston (2006) highlighted 
that the lack of proper training caused various organisational performance issues, such as 
understaffing, unfair dismissal, sexual harassment, poor food hygiene and theft at work. 
With regard to motivational factors, Jurgensen (1978) identified the key motivational 
elements as job security, advancement, the type of work and the company. This study confirmed 
that preferences for motivational factors were influenced by gender. Furthermore, this study 
showed that pay might not be the most important motivational factor, although Campbell (1993) 
confirmed that higher wages than the market equilibrium resulted in higher productivity and 
lower employee turnover, and the importance of financial compensation was highlighted by Chiu 
et al. (2002). Specifically, Chiu et al. (2002) concluded that different socioeconomic factors 
resulted in different priories in terms of the motivational factors in different countries.  
Moreover, as part of the maintenance defined by DeCenzo et al. (2013),  Ashton and 
Sung (2002) showed how effective communication and the sharing firm’s values (such as the 
importance of quality, customers and innovation) could create better organisational performance. 
In addition, implementing more effective vertical communication via newsletters and regional 
visits from the directors were pointed out in this study (Ashton and Sung, 2002). The 
effectiveness of vertical communication was also confirmed by Browne (2000) and Richard and 
Johnson (2004). Furthermore, a maintaining positive relationship with labour unions (via better 
socialisation activities such as a study tour) has been proven to be an effective HR practice in the 







2.3. Human Resource Management in Vietnam 
As discussed in the previous section, Vietnam has been a rapidly developing economy 
and has experienced changes in its society since the introduction of the ‘Doi Moi’ (reform) 
policy in 1986. Accordingly, there has been increased academic attention on understanding the 
economic and social changes in Vietnam. The challenges and opportunities for the current study 
were that there has not been specific research that covers the current research topic, the reasons 
for employee turnover, thus far; therefore, there was a research gap. General studies of HRM in 
Vietnam did exist, although these were somewhat limited in their quantity and scope.  
This limited research on Vietnam can be categorised  according to general HRM 
functions such as staffing, training development, motivation and maintenance (DeCenzo et al., 
2013). In addition, there was existing literature that aids the understanding of HRM in this 
context via considerations such as variations in ownership, cross-cultural differences and the 
impact on performance. This section summarised the literature on HRM in Vietnam using these 
categories for the functions and considerations.  
 
2.3.1. Employee Resources 
According to Truong et al. (2010), staffing was one of the weakest HRM area of firms in 
Vietnam. For instance, although Vietnamese managers believed that recruitment was the most 
important concern for HRM, the level of awareness was relatively low and the staffing process 
has not been formalised; nor have external alternatives been fully exploited (Truong et al., 2010). 
In fact, the staffing issue was actually witnessed in British Petroleum (BP) in Vietnam (Truong et 
al., 2010). 
A wide range of staffing activities was explored in various literature. Various selection 
tools were used  regardless of the ownership type (Bartram et al., 2009). The most commonly 
adopted tools were interviews, CVs and try-outs (Zhu and Verstraeten, 2013). The common use 
of interviews was confirmed by Kamoche (2001), while the importance of employee referral and 
the importance of the relationship in the selection process were added.  
There appeared to different preferences in staffing tools depending on ownership 
variations, particularly in state-owned enterprises (SOEs). In fact, it was the one of the most 
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frequently highlighted research concerns because the contribution by state-owned businesses in 
Vietnam was relatively high, accounting for 32% of the GDP in 2013 (GSO, 2015).  
However, the preferences for the various forms of ownership showed somewhat mixed 
findings instead of agreement on differences. For example, Kamoche (2001) concluded there 
were no remarkable differences between state-owned enterprises (SOEs) and multi-national 
companies (MNCs). The reason for the similarity was the pressure to adapt local practices, which 
caused MNCs to adopt the local practices (Kamoche, 2001).   
However, later studies had different views from those of Kamoche (2001). For instance, 
Zhu and Verstraeten (2013) indicated that interviews were preferred more often in foreign-
owned enterprises (FOEs) and joint ventures (JVs) than they were in SOEs, while SEOs used try-
outs more frequently than did other forms of ownership. The SEOs’ preference for try-outs was 
confirmed by Thang and Quang (2005b). In addition, the preference for role playing and testing 
in SOEs was noticeably less than it was in FOEs (Zhu and Verstraeten, 2013, Thang and Quang, 
2005b). Thang and Quang (2005b) added that FOEs and equitized firms (EQCs) tended to adopt 
recruitment methods (placement agencies, professional headhunting firms and the like) that were 
more extensive  than were those of SOEs and local private companies (LPCs), although there 
was a conflicting finding in selection methods from Bartram et al. (2009).  
 
2.3.2. Training and development 
Training and development was considered to be one of the main roles of HRM, both in 
general and in Vietnam (Nguyen et al., 2013a). A number of studies in the literature have pointed 
out the importance and challenges of training and development in Vietnam. Overall, basic access 
to education in Vietnam (93% literacy rate, 95.5% net primary school enrolment and 82.6 % net 
secondary school enrolment (UNFPA, 2011)) was high compared to other Southeast Asian 
countries and this could be seen as an advantage for more FDIs to Vietnam. However, with 
regard to higher education, only 6.7% of the entire population had access to college education 
and 9.6% to university education (UNFPA, 2011), while two-thirds of the total labour force were 
considered to be ‘unskilled’ (Ketels et al., 2010; as cited in Montague, 2013). The insufficient 
skilled labour was also experienced by Chinese firms in Vietnam (Cooke and Lin, 2012).  
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In addition, the quality of the public education was generally in question (Thang and 
Quang, 2007, Warner, 2013), as 78% of firms need to retrain  their employees (Ketels et al., 
2010; as cited in Montague, 2013). For this reason, there was a high degree of investment in 
training and development (Vo and Hannif, 2012) in both SEOs and in other kinds of private 
enterprises (Warner, 2013), as well as across different job categories such as IT, tourism, and 
banking and finance (Warner, 2013, Montague, 2013). However, there has been a problem with 
weak training and development programmes (Truong et al., 2010) and unbalanced training 
opportunities. Most training was given to managerial levels to the detriment of others (Zhu and 
Verstraeten, 2013, Kamoche, 2001). Cox and Warner (2013) and Vo and Hannif (2012) pointed 
out that firms in Vietnam were unwilling to invest in training and development due to the high 
level of turnover and this was considered one of the most challenging HRM issues (Bartram et 
al., 2009). This situation was one of the motivators for self-development at the managerial level 
(Ren et al., 2014). 
There were two general categories of training practices, namely on-site and off-site 
training programmes (Thang and Quang, 2005b). The majority of the findings confirmed that on-
site training programmes were most commonly adopted (Truong et al., 2010, Thang and Quang, 
2005a) and included video presentations, on-the-job training, lectures (Thang and Quang, 2005b) 
and orientation (Thang and Quang, 2005b, Bartram et al., 2009). In particular, the on-the-job 
training method was widely adopted regardless of the nature of business ownership (Kamoche, 
2001). The similarities between the ownerships could be caused by the effect of the host country, 
since FOEs in Vietnam had to develop localised training programmes due to cultural differences 
(Cox and Warner, 2013, Vo and Hannif, 2012).  
On the other hand, (Thang and Quang, 2005b) found that off-the-job training methods 
were more likely to be used by FOEs than by SOEs, particularly with regard to overseas training, 
although the general acceptance of off-the-job training was low for any ownership type. LPCs 
were even less likely to provide such types of training programmes than were SOEs and EQCs 
(Thang and Quang, 2005b). The FOEs’ high level of investment in off-the-job training was also 
mentioned previously by Kamoche (2001) with regard to management development by providing 
overseas MBA programmes, for example. The reason for a higher level of investment by FOEs 
in off-the-job training might be related to their long-term experience of training and development 
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philosophies (Nguyen et al., 2013a) and a lack of modern leadership skills (Warner, 2013, Cox et 
al., 2013). 
In addition, since Vietnam has been an emerging FDI destination, there have been 
concerns about cross-cultural training issues. According to Wang and Tran (2012), cross-cultural 
training programmes helped expatriates to adapt Vietnam’s working environment more 
effectively that increased job performance. The effect of cross-cultural training could be 
understood based on the effect of the level of emotional intelligence (EQ) and cultural 
intelligence (CQ), as explained by Lee et al. (2014a), who found that EQ and CQ increased the 
cultural adaptation of expatriates in Vietnam. 
 
2.3.3. Performance Management and Motivation 
According to Bartram et al. (2009) and Truong et al. (2010), there has been an increasing 
awareness of employee turnover and motivation issues. Although no specific study has focused 
on turnover issues, training was considered to be one of the main reasons for turnover in Cox and 
Warner (2013) and Vo and Hannif (2012)’s studies. Vo and Hannif (2012) added that the 
shortage of skilled labour encouraged employee poaching by firms, which eventually resulted in 
turnover. 
Some other studies investigated employee satisfaction and commitment instead of direct 
turnover issues. It is interesting that non-financial motivational factors led to higher levels of 
commitment, including the relationship with managers and co-workers, and the general working 
environment (Nguyen et al., 2014, Mai and Phan, 2014, Kim et al., 2012). The effect of 
compensation on commitment was also considered as a commitment factor in other studies, such 
as those by Mai and Phan (2014) and Nguyen (2011). Nguyen (2011) also added other 
organisational characteristics that increased job satisfaction, such as organisational purpose, 
structure, leadership and so on.  
In the cross-cultural context, compensation and long-term career perspectives (tenure and 
promotion) were reasons for a higher level of commitment to their parent companies, but 
relationship factors were not mentioned (Nguyen et al., 2013b). 
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Since motivating employees affected organisational effectiveness directly in terms of 
turnover, commitment and job satisfaction, various methods have been implemented in Vietnam 
based on job design, performance appraisals, compensation and rewards, and employee benefits. 
With regard to job design, there was limited evidence that flexibility was fully utilised as 
a common motivator due to the different macro-environments, including legal constraints and 
preference in personal commitment (Zhu, 2005). Furthermore, the different work-life values in 
Vietnam (such as resistance to working overtime and the prioritisation of family life) have 
influenced HRM operations (Cooke and Lin, 2012). 
In terms of performance appraisal and compensation, goal- and objective-based 
performance evaluations and competency-based monetary rewards were commonly practiced 
(Zhu and Verstraeten, 2013, Zhu, 2002, Kamoche, 2001), but less so by SOEs (Kamoche, 2001). 
These formal approaches were generally favoured over informal approaches by Vietnamese 
employees (Vo and Stanton, 2011). To address the skilled labour shortage and the expatriate 
adaptation issues in Vietnam, appropriate expatriate packages were provided by in Chinese firms 
in Vietnam (Cooke and Lin, 2012). 
In addition, an increasing number of Vietnamese employees expected more democratic 
management styles and the provision of feedback, and these were important considerations in 
performance appraisals (Cox et al., 2013, Truong et al., 2010, Thang et al., 2007).  
 
2.3.4. Employer/employee relationships  
An increasing number of labour was reported in recent years (Van Gramberg et al., 2013, 
Cooke and Lin, 2012), forcing organisations to consider ways of maintaining good 
Employer/employee relationships in Vietnam. Various causes of labour strikes were reported by 
Van Gramberg et al. (2013), including breaches of the labour code (such as delays or non-
payment of wages and illegal layoffs) and the demand for higher than the minimum wages due to 
recent high levels of inflation.  
Following the Vietnam Labour Code would be the basic means of maintaining good 
labour relations but, in reality, the Labour Code was generally considered to be impractical (Zhu, 
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2002, Kamoche, 2001) and too strict (Cooke and Lin, 2012), or was ignored (Do, 2013, Truong 
et al., 2010).  
However, an increasing number of FOEs started to implement new initiatives to develop 
better labour relations because the cost of the strikes was significant (Do, 2013). For instance, 
companies encouraged increased participation by employees through their roles as team leaders, 
unions or elected employee representatives (Do, 2013). 
There has been limited research on the health and safety of employees, although the topic 
was mentioned briefly as an emerging issue in Truong et al. (2010) and (Bartram et al., 2009) 
studies. 
 
2.3.5. Conclusions: The Nature and Effectiveness of HRM Practices 
The literature on HRM suggested that there was clear evidence that implementing HRM 
practices (such as written criteria for hiring, training and performance appraisals) increased 
organisational performance in areas such as job performance (Thang and Quang, 2005b, Thang 
and Quang, 2005a, Nguyen and Bryant, 2004) and turnover.  Luu and Rowley (2015) also 
concluded that value-based HRM practices eventually increased self-empowerment and 
organisational benefits.  Nonetheless, in Vietnam, it seemed that the HRM agenda was still basic 
and focuses on ensuring that coherent, effective policies and practices were in place to manage 
employee resourcing, training and development, performance management and employment 
relations. This formed a part of the context in and the background against which turnover can be 
understood and studied. It might be expected that the need to improve employee resourcing, 
training, performance management and employment relations could be a factor causing high 








2.4. Study of Employee Turnover 
2.4.1. Impact of Employee Turnover 
Maertz and Campion (1998) defined ‘voluntary turnover’ as “instances wherein 
management agrees that the employee had the physical opportunity to continue employment with 
the company at the time of termination (page 50)”; this term is commonly agreed upon in a wide 
range of studies, although the definition might not be applicable to some studies of employee 
turnover.  
The impact of employee turnover on organisations has been discussed widely in the 
existing literature, and employee turnover has been proved to have a negative effect on 
organisational performance almost universally. Various measures were used to examine how 
organisational performance was influenced by employee turnover, including sales growth (e.g. 
Batt, 2002), return on equity (e.g. Hambrick and Cannella Jr, 1993), quality of customer service 
(e.g. Hausknecht et al., 2009, Michele Kacmar et al., 2006) and profitability (e.g. Koslowksy and 
Locke, 1989, Michele Kacmar et al., 2006, McElroy et al., 2001). Although some studies 
rejected the significant impact of employee turnover on organisational performance (e.g. Koys, 
2001, Koslowksy and Locke, 1989), most of the previous studies agreed on the negative 
relationship between employee turnover and organisational performance (e.g. Morrow and 
McElroy, 2007, Shen and Cannella Jr, 2002). 
In addition to the linear negative relationship, De Winne et al. (2018) concluded that 
employee turnover and organisational performance tended to have a non-linear relationship 
(inverse U-shape) that moderated the impact of the level of employee turnover, as employee 
turnover can increase productivity due to highly motivated new employees and better creativity 
and innovation; this was also confirmed by Shaw (2011) and Glebbeek and Bax (2004). 
Nonetheless, the impact of a high level of turnover was generally agreed to be a negative sign of 
organisational effectiveness in the previous literature. 
 
2.4.2. Reasons for Employee Turnover 
Studies of employee turnover began in the early twentieth century and included work by 
Bills (1925) and Slichter (1919); still more scientific studies were conducted by Schuh (1967) in 
order to understand the predictability of employee selection text for employee turnover. Schuh 
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(1967) reviewed a wide range of factors to assess the predictability of employee turnover, and 
similar studies were conducted by other researchers, such as Cascio (1976) and Buel (1964). 
In addition, Weitz and Nuckols (1955) attempted to identify the relationship between job 
dissatisfaction and job survival and, in a later work, Weitz (1956) studied the relationship 
between job expectancy and the survival rate related to involuntary turnover. The two studies 
prompted other researchers to conduct further studies to increase the understanding of job 
satisfaction factors (Karp and Nickson Jr, 1973) and job expectation (Farr et al., 1973)  related to 
employee turnover. 
However, the ground-breaking employee turnover model was introduced by two scholars, 
Mobley (1977) and Price and Mueller (1981).  Mobley (1977) initially developed a simple model 
to explain how employee turnover decisions progressed through multiple stages of decisions, 
ranging from evaluation of existing job to quitting the job. The job search process mentioned in 
Mobley’s initial model was further explained in detail by Steel (2002). Mobley later developed a 
significant conceptual model that included organisational, individual and economic-labour 
market factors that passed through other intermediate factors influencing employee turnover 
(Mobley et al., 1979). Mobley focused on the process of employee turnover decisions, while 
Price and Mueller (1981) and Price (2001) research expanded the turnover determinants to wider 
areas such as kinship responsibility and professionalism. 
In later studies, a new insight was introduced by Lee and Mitchell (1994), who stated that 
employees’ turnover decisions can be explained by multiple paths as according to the unfolding 
model; this model was later confirmed by Lee et al. (1996) in a qualitative study, the findings of 
which revealed that most of the reasons that people quit their jobs could be explained by one of 
the four paths.  
In a more recent study, Mitchell et al. (2001) introduced a new model called job 
embeddedness theory, which explained why people stayed in their jobs. Mitchell (2001, p. 7) 
argued that people with high levels of “fit”, “link” and “sacrifice” would stay in their jobs longer, 
which impacted on employee turnover; this concept was confirmed by other researchers such as 
Robinson et al. (2014) and expanded into a new construct of job embeddedness with family 




2.4.3. Employee Turnover Intention 
Tett and Meyer (1993) defined ‘turnover intention’ as “the conscious and deliberate 
wilfulness to leave the organisation (page 262)”. How human behaviour can be predicted by 
intention was explained by Ajzen (1985), who believed that behaviour could be predicted 
accurately if there were sufficient controls over the behaviours.  Accordingly, turnover intention 
was mentioned as “the best predictor of turnover” (Mobley et al., 1979, page 517) and has been 
measured widely in various turnover studies (e.g. Mobley, 1977, Mobley et al., 1979, Tett and 
Meyer, 1993, Lam et al., 2002, Loi et al., 2006). 
 
2.5. Employee Retention and Turnover in the Food and Beverage Service Industry  
Numerous studies have been published in an attempt to understand the reasons behind 
employee turnover and retention issues. Since the current study focused on the food and 
beverage (F&B) industry, the relevant sectors were reviewed based on different geographical 
perspectives.  
2.5.1. Employee Turnover in the Hospitality Industry (studies conducted outside of Southeast 
Asia) 
A wide range of studies was conducted in the hospitality industry to understand the 
causes of employee turnover. In this section, recent literature was reviewed to understand the 
common factors predicting employees’ behaviour with regard to turnover decisions. 
2.5.1.1. Compensation and other benefits 
In previous studies, salary was mentioned most frequently as a factor causing employee 
turnover. For instance, Chan and Kuok (2011) tried to explain why people resign for reasons of 
salary based on the local labour market conditions. The demand for labour in the hospitality 
sector in Macao has recently increased rapidly; thus, the market suffered from a labour shortage. 
This shortage was considered to be the main reason for the salary hikes that motivated people to 
leave their jobs more frequently, as there were better offers from other firms (Chan and Kuok, 
2011). Although the findings by Chan and Kuok (2011) were limited to the Macao region, the 
strong influence of salary was also consistent in other studies (Su et al., 2011, Yang et al., 2012, 
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Pizam and Thornburg, 2000). Yang et al. (2012) explained that people expect higher 
compensation, particularly when their companies were performing well, while Blomme et al. 
(2010a) tried to explain salary as a way of increasing commitment to the firm to decrease 
turnover intention.  
However, some studies contradicted the strong impact of salary on employee turnover, as 
Lee et al. (2012) and Lee and Way (2010) confirmed. In addition, Mohsin et al. (2013) found 
that salary was inversely related to turnover intention. The study implied that the young 
participants in the hospitality sector focused more on building a career than on level of salary 
(Mohsin et al., 2013). This finding was also supported by Qiu et al. (2014) and Iverson and 
Deery (1997), who stated that salary was a minor reason for turnover, although they found a low 
level of correlation with employee turnover. 
There were also mixed findings related to the salary issue. In a survey of hospitality 
graduates, pay was ranked as the second most important reason for abandoning the career, but 
the participants would return to the hospitality sector if the pay were increased (Brown, 2011). 
Brown’s study focused on careers instead of on jobs, and the participants had majored in 
hospitality. Thus, it was difficult to generalise these findings to employee turnover issues when 
considering a different demographic. However, the study showed that pay could be a reason for 
leaving a job, as well as a reason for taking a job. An earlier study by Moncarz et al. (2009) 
made a similar point in that salary affects employees’ turnover decisions, but not their retention 
decisions. This implied that, in the longer term, the reason for a career decision can be less 
affected by monetary compensation.  
The mixed findings about salaries were explained by Gustafson (2002), who said that 
people often considered ‘salary’ as a main turnover factor, although, the actual reasons for 
turnover were non-salary issues such as management support and social events (Gustafson, 
2002). 
In addition to the general compensation level, Vasquez (2014) and Blomme et al. (2010a) 
explained how an incentive system affects employee turnover. Both studies concluded that 
effective incentive systems decrease voluntary termination. In particular, Blomme et al. (2010a) 
proved that an ineffective incentive system impacts on turnover intention by decreasing the 
organisational commitment. However, the scale of the research was limited (Vasquez, 2014) and 
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the incentive scheme was not as important as was the salary or as were other factors (Blomme et 
al., 2010a).  
Apart from the basic salary, Su et al. (2011) found that other benefits were also related to 
turnover, but were less important than were salary and other factors. Other benefits were also 
mentioned in other studies by Wang (2010) and by Pizam and Thornburg (2000). However, as 
the benefits were not tested or studied separately but were included with salary, it is difficult to 
see how strongly the other benefits affected employee turnover. Although the other benefits were 
generally agreed to be turnover factors, they were not accepted as such in some other regions 
such as India and Taiwan (Mohsin et al., 2013, Lee and Way, 2010).  
 
2.5.1.2. Job quality 
A wide range of job-related factors was mentioned in previous research. Lee and Way 
(2010) determined that different job categories, shifts and levels affected turnover intention in 
hotels; for example, F&B staff, those at the managerial level and those working the morning shift 
had a greater intention to remain in the hotel. (Blomme et al., 2010a) also agreed that job content 
affected employee turnover, but these studies did not explain clearly why these factors 
contributed to better job quality.  
With regard to job quality, Yang et al. (2012, p. 842) explained that four different job 
qualities affected employee turnover, namely ‘lack of challenge’, ‘too much information 
processing’, ‘monotony of daily work’ and ‘change in philosophy of business operation’.  
 Also, Yang et al. (2012) pointed out that a job involving simple and less challenging 
tasks would increase turnover intention, but that employees did not like to spend time dealing 
with demanding paperwork. In addition, the turnover intention increased when there were other 
job opportunities that provided more challenging tasks due to the rapidly changing local 
hospitality sector (Yang et al., 2012).  
Besides, in an earlier study by Yang (2010), the researcher suggested two possible job 
quality factors that caused higher employee turnover, which were autonomy and role ambiguity. 
However, only autonomy affected employee turnover significantly (Yang, 2010). Yang (2010) 
indicated that the hospitality industry changes quickly in a short time, employees’ expectations 
might also change dramatically.  
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In fact, the preference for multi-tasking jobs was also supported by Jang and George 
(2012, p. 592), who found that hospitality workers with ‘polychronicity’ (in other words, people 
prefer multi-tasking at work) felt more satisfied with their jobs, leading to decreased employee 
turnover. The impact of simple tasks was also mentioned by Iverson and Deery (1997) as an 
indirect factor in employee turnover.  Brown (2011) added that people who left the hospitality 
sector were interested in intellectually challenging jobs, as well as respect and empowerment. 
With regard to the complexity of a job, implementing ‘job design’ seemed to be a common HR 
practice to address the issue by reducing boredom and increasing flexibility within the 
organisation (Moncarz et al., 2009, p. 451). Conversely, covering different job roles might also 
increase turnover intention, according to Iverson and Deery (1997). 
 In addition to the impact of job complexity / design issue, Dipietro and Condly (2007) 
identified job quality issues with motivational factors. Their research listed three main job 
qualities affecting motivation and turnover, namely interest, importance and utility. In other 
words, employees would feel more motivated when their jobs were more interesting and were 
important to the overall operation, which would eventually decrease employee turnover.  
Next, in  Mohsin et al. (2013) research, unclear policies and guidelines were further 
identified as demotivating factors, as was ungrateful work. However, no clear explanation of the 
un-stimulating job qualities that increased employee turnover was provided. 
Another frequently mentioned job quality factor was flexible working hour (Milman, 
2003, Blomme et al., 2010b, Lee et al., 2011). Lee et al. (2011) concluded that overall job 
satisfaction did not affect turnover intention significantly, but that satisfaction with schedule 
flexibility did. However, the study posited that greater satisfaction was not the result of better 
scheduling, but of higher emotional intelligence (Lee et al., 2011). Blomme et al. (2010b) 
explained how a low level of work flexibility affected the work-life balance with particular 
reference to female workers, who experienced greater conflict in their families when there were 
lower levels of flexibility at work, and this eventually caused an increased turnover intention.   
Although job quality was almost universally agreed upon as a reason for turnover, Kim 
and Jogaratnam (2010) rejected the link between job content and turnover intention. Their study 
concluded that job content only affected job satisfaction and did not affect turnover intention 
(Kim and Jogaratnam, 2010). However, the sampled population was relatively young, which 




Promotion was consistently proven to be a concern affecting employee turnover in 
previous studies such as Su et al. (2011), Brown (2011) and Chan and Kuok (2011). Qiu et al. 
(2014) explained that promotion is a way to affect a higher level of intrinsic motivation for 
employees. Accordingly, when the opportunity to attain a higher position was absent, employees 
were more willing to leave their jobs (Qiu et al., 2014), and this finding was consistent with that 
of Yang et al. (2012). 
 In another study, Wang (2010) found that the reason for the correlation between career 
development and turnover intention was due to working pressure exacerbated by fewer 
promotional opportunities, leading to lower levels of organisational commitment. However, the 
study did not explain this link clearly. Blomme et al. (2010a), also stated that organisational 
commitment was an intermediary factor between promotional opportunities and turnover 
intention. In addition, intra-organisational mobility and job security were possibly influenced by 
career opportunities that impacted on organisational commitment and subsequent turnover 
intentions (Blomme et al., 2010a).  
Unlike other studies, Moncarz et al. (2009) agreed partially with the influence of 
promotion on turnover intention. The study only confirmed that promotional opportunities 
affected the retention decisions of both managerial and non-managerial staff, but did not affect 
employee turnover (Moncarz et al., 2009), which implies that short-term career decisions are less 
affected by opportunities for promotion.   
As promotion was an important turnover factor, how the decision is important in turnover 
decisions (Milman, 2003). Shreedaran (2010) explained that employees expect to have 
constructive feedback to improve their skills via training support. Vasquez (2014) also concluded 
that effective performance appraisal had an effect on turnover, but indirectly via organisational 
goals and objectives.  
 
2.5.1.4. Working environment and its elements 
The term working environment was mentioned in a number of studies (Yang et al., 
2012;  , Lee et al., 2012;  , Lee & Way, 2010), which indicated a correlation between working 
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environment and employee turnover. However, the term working environment was not 
consistently defined or addressed in previous research. 
 For instance, Moncarz et al. (2009) considered the working environment to be more of a 
culture issue (such as having a fun working environment) related to empowerment, while Lee 
and Way (2010) linked it to communication, location of work, achievement and specific 
departments. Empowerment was also included a part of the working environment in Lee et al. 
(2012) study, in addition to facilities, equipment and sanitation, which were also mentioned by 
Shreedaran (2010). In addition, organisational structure and the incentive system were used to 
evaluate the working environment (Yang et al., 2012). Thus, even though there was strong 
evidence that the working environment has an impact on employee turnover in the hospitality 
industry, the interpretations were mixed and the findings were difficult to generalise. 
Although the previous studies generally agreed that a poor working environment 
increases employee turnover, Moncarz et al. (2009) rejected links between the working 
environment and employee turnover for both managerial and non-managerial staff.  
To understand how communication impacted on employee turnover, according to 
Milman (2003), effective organisational communication increased job satisfaction and reduced 
turnover intentions accordingly. Furthermore, satisfied and long-term committed employees 
were more likely to recommend their organisations to others. In his study, Wang (2010) proved 
that good communication increased organisational communication while reducing work pressure 
and turnover intentions. However, the hypothesis test was combined with other four factors, 
making it difficult to see the extent to which communication influences turnover intention.  
For instance, when top management made important decisions without lower-level staff 
participation, this decreased the staff members’ motivation and eventually encouraging them to 
leave their jobs (Yang et al., 2012). 
In spite of common agreement regarding the communication effect on turnover, Vasquez 
(2014) listed communication as having relatively low impact on turnover decisions. Furthermore, 
Moncarz et al. (2009) only proved that communication influenced the retention and tenure 
decisions at the non-managerial level, but did not affect the employee turnover of managerial and 
non-managerial staff.  
Concerning how culture influenced employee turnover, culture was identified as an 
important factor in employee retention (Moncarz et al., 2009) and a commonly shared 
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organisational culture could reduce employee turnover (Vasquez, 2014). The most noticeable 
research related to culture and turnover in the hospitality industry was that by Iverson and Deery 
(1997). The study confirmed that there was a ‘turnover culture’ in the hospitality industry 
defined as a “Work group belief in legitimacy of labour turnover”  (Iverson and Deery, 1997, 
p.73). In other words, employees were more likely to leave their jobs when resigning was a norm 
within the organisation and was considered to be acceptable behaviour.  
 Yet, Yang et al. (2012) listed different aspects of culture related to employee turnover, 
such as factions, infighting and unfriendly competition. The research concluded that a negative 
culture was the result of work pressure, internal competition and office politics.  
As the findings of the previous studies were mixed, it was difficult to find a universal 
culture causing employee turnover in the above studies. Nonetheless, socialisation was 
frequently mentioned as an important factor related to turnover intention since it increased job 
satisfaction, organisational commitment, absenteeism and turnover intention (Yang, 2010). The 
importance of social activities was also proved by Gustafson (2002), who stated that socialisation 
is a way of motivating employees through recognition, although the correlation was rejected by 
Mohsin et al. (2013).  
2.5.1.5. Staffing and training 
 Choi and Dickson (2009) confirmed that training had a positive impact on an 
organisation by decreasing employee turnover  and increasing job satisfaction regardless of the 
types of jobs and roles, although Chiang et al. (2005) only proved indirect connection between 
training and turnover based on job satisfaction. On the other hand, mentoring showed mixed 
findings regarding whether it affected turnover (Su et al., 2011) or merely organisational 
commitment (Lam et al., 2002). 
 As a matter of fact, Shreedaran (2010) explained that training was essential, as HR was 
key to sustaining competitive advantages to generate a higher quality of service. He added that 
effective training encouraged staff members to have greater confidence, eventually reducing 
turnover intentions.  
Another line of thought on other HRM factors was also discussed in previous research 
related to reasons for turnover. For example, Shreedaran (2010) mentioned the poor initial 
orientation for new staff members. The researcher added that initial orientation could be critical 
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in reducing anxiety and for providing essential job information and trust in the organisation 
(Shreedaran, 2010). The impact of the hiring process was confirmed as a retention factor for 
managerial employees by Moncarz et al. (2009).  
 
2.5.1.6. Job satisfaction and organisational commitment 
Overall, job satisfaction was concluded to be a strong predictor of turnover intention. For 
instance, job satisfaction influenced turnover intention directly and indirectly, but had a more 
significant effect via organisational commitment (Choi, 2006). In a later study, Yang (2010) 
confirmed the direct and indirect path to the turnover intention, but affective commitment 
showed stronger correlation with job satisfaction and turnover intention. The correlation between 
job satisfaction and turnover was also confirmed by various studies, such as those by Zhou and 
He (2014) and by Jang and George (2012). 
However, the connection between job satisfaction and turnover was determined as either 
being direct according to Zhou and He (2014) and Jang and George (2012), or indirect via 
organisational commitment according to Lee and Way (2010) and Choi (2006). 
In addition to the impact of job satisfaction on turnover, the factors predicting job 
satisfaction were widely mentioned, ranging from relationship quality, comparison to others, job 
accuracy, the need-reward match’s impact on the relationship quality, comparison to others 
(Choi, 2006), training (Chiang et al., 2005), and work-family conflict (Zhou and He, 2014) to 
polychronicity (Jang and George, 2012). Yang (2010) added role conflict and autonomy as 
contributors to job satisfaction that indirectly affect organizational commitment as well, yet role 
ambiguity was rejected.   
On the other hand, several studies rejected the impact of job satisfaction on employee 
turnover. For instance, according to Lee et al. (2011), overall job satisfaction did not influence 
turnover intention, although satisfaction with schedule flexibility was negatively correlated. 
Hospitality work required employees to adapt to flexible working schedules, and those with 
greater EQ were more likely to adapt to flexible schedules and this affects their turnover 
decisions, but not their overall satisfaction resulting from other factors. Nonetheless, the strength 




In addition, Kim and Jogaratnam (2010) and Lam et al. (2002) also confirmed that job 
satisfaction did not predict employee turnover, but only organisational commitment (Lam et al., 
2002). Kim and Jogaratnam (2010) mentioned a possible sampling error that caused the 
contradictory finding of the job satisfaction effect on turnover.  
As job satisfaction, organisational commitment was often mentioned in relation to job 
satisfaction but, in some other studies, it was also considered to be a strong predictor of turnover 
derived from the quality of the job and the working environment (Blomme et al., 2010a), 
although Su et al. (2011) concluded that it was the least significant factor among the nine key 
turnover determinants. 
Although the impact of organizational commitment was not universally agreed, Upchurch 
et al. (2010) concluded both intrinsic and extrinsic factors affected organizational commitment, 
though overall extrinsic factors were more influential than intrinsic factors to organizational 
commitment. Yet, the study suggested that right combinations of intrinsic and extrinsic factors 
(e.g. a feeling of being involved, work condition and incentive program) enhanced organizational 
commitment (Upchurch et al., 2010). 
2.5.1.7. Intrinsic motivation 
According to Kim and Jogaratnam (2010), intrinsic motivation was a predictor of 
turnover intention, together with supervisory leadership. The strength of the correlation with 
turnover intention was rather weak compared to relationship to supervisory leadership. However, 
the causes of variations in intrinsic motivation were not mentioned clearly or tested.  
To understand the effect of intrinsic motivation further, a number of other studies 
expounded on possible predictors of intrinsic motivation. For instance, Dipietro and Condly 
(2007) applied Clark’s Commitment and Necessary Effort (CANE) model to measure motivation 
and how it affected turnover intentions. The research confirmed that support was the most 
influential factor for explaining turnover intention, followed by self-efficacy and utility. In other 
words, employees who felt more supported were less likely to leave their jobs and had more 
confidence in their work capabilities, thus decreasing turnover (Dipietro and Condly, 2007). In 
addition, how employees perceived the usefulness of the tasks they performed contributed to 
achieving their goals mattered in terms of their motivation and turnover intention (Dipietro and 
Condly, 2007).  
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Moreover, Brown (2011) and Choi (2006) proved that unmet expectations changed 
employees’ turnover decisions. For example, employees with a greater gap between importance 
and expectations in the working environment were more likely to leave their careers in the 
hospitality industry (Brown, 2011). Brown (2011) also listed a wide range of unmet expectations 
that influenced turnover, while Choi (2006) concluded that unmet expectations concerning 
rewards increased employee turnover indirectly.  
Furthermore, Lam et al. (2002) added that individual values (subjective norms) as an 
important factor, particularly for Chinese employees. However, the study did not specify the 
types of subjective norms that influenced employee turnover. Lastly, hope was mentioned as a 
mediator that reduced the impact of stress on employee turnover (Yavas et al., 2013). Employees 
with higher levels of hope (measured by psychological well-being) were less likely to leave their 
jobs since hope decreased the negative impact of job stress (Yavas et al., 2013). 
2.5.1.8. Personal competency 
Job performance contributed to employee turnover, but no specific measure of job 
performance was suggested  (Pizam and Thornburg, 2000). A possible explanation for the 
correlation between polychronicity and turnover intention was the nature of hospitality work. 
Hospitality workers were generally required to multi-task at work; thus, those with higher levels 
of polychronicity could perform better, resulting in greater levels of job satisfaction and lower 
levels of turnover (Jang and George, 2012). However, this did not necessarily mean that only 
polychronic staff members could perform better in hospitality jobs, since there was a wide range 
of jobs involving various skill sets, from simple work to multitasking jobs (Jang and George, 
2012). The study highlighted the importance of the HR role in selecting and assigning the right 
people for the right job (Jang and George, 2012).  
To further understanding the role of personal competency, some researchers paid 
attention to emotional intelligence (EQ) and EQ was proved to be a driving factor that mitigated 
turnover intention (e.g. Wolfe and Kim, 2013, Lee et al., 2011). EQ was defined earlier as “the 
ability to monitor one’s own and others’ feelings and emotions, to discriminate among them and 
to use this information to guide one’s thinking and action”  (Salovey and Mayer, 1990, p. 198). 
According to Wolfe and Kim (2013), employees with higher levels of EQ tended to remain 
longer in hospitality careers, but did not predict company tenure. In addition, Lee et al. (2011) 
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showed how EQ could influence employee turnover indirectly via job flexibility. In other words, 
employees with higher levels of EQ were more capable of dealing with the demanding schedule 
in the hospitality industry, as EQ increased job satisfaction and thus reduced turnover intention 
(Lee et al., 2011). Both studies indicated the possible impact of EQ on employee turnover but 
determined that EQ had a long-term / indirect impacted on the turnover decision instead of an 
immediate / direct connection.  
 
2.5.1.9. Work-life balance and management support 
Although the work-life balance was possibly a non-gender issue that affects employee 
turnover as Blomme et al. (2010b) confirmed, most of the previous studies agreed that female 
staff members are highly affected by work-life balance issues. For examples, shorter traveling 
time to work and more time for family were important concerns for female staff members (Qiu et 
al., 2014). Furthermore, the work-family balance was a concern when they changed to new jobs. 
The author explained that the nature of hospitality work is that it is demanding and inflexible, 
which made it difficult for staff to achieve an appropriate balance between work and life.  
Moreover, according to Zhou and He (2014), the family-work conflict contributed to 
lower levels of job satisfaction as well as to higher levels of turnover intentions for female 
workers. The study confirmed that the family-work conflict could influence turnover intentions 
directly and indirectly (through job satisfaction). The study implied that female workers had 
more responsibility for family issues, which increased the level of the family-work conflict, 
together with turnover intentions.  
Although there was general agreement concerning the work-life balance in the previous 
literature, the work-life balance was not confirmed as a turnover factor in India (Mohsin et al., 
2013) and kinship responsibility was not supported as an antecedent of turnover intention 
(Iverson and Deery, 1997). 
As work-life balance was seen as a turnover determinant, the importance of managerial 
support may ease this tension. In fact, employees felt motivated when they are supported by 
management and this leads to lower employee turnover (Dipietro and Condly, 2007). 
Management support would affect women more profoundly since women were under more 
pressure caused by the work-life balance and, without proper organisation, women would be 
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more inclined to leave their jobs voluntarily for the sake of their families (Blomme et al., 2010b).  
Yang et al. (2012) added that a poor central management style could increase employee turnover 
since it caused the demotivation of employees via ineffective management practices.  
  
2.5.1.10. Organization and employee background 
Individual employment characteristics affected the intention to continue in a job 
depending on the level of employment, working hours, the number of years working at the 
organisation and working shifts  (Lee and Way, 2010). For instance, managerial staff were more 
concerned about the working environment and job quality in turnover decisions, while staff 
members in the food and beverage department were more influenced by job quality (Lee and 
Way, 2010). The impact of different departments on turnover decisions was also proved by 
Pizam and Thornburg (2000) in their earlier study, in addition to employment status (part-time or 
full-time) and other factors. However, individual employment profiles did not affect 
compensation and personal status related to turnover intention (Lee and Way, 2010).  
In addition, the older generation had lower levels of job satisfaction, which led to higher 
levels of turnover intention, particularly for those at non-managerial levels (Maier, 2011). In 
particular, when baby boomers worked under managers from younger generations, their 
dissatisfaction increased due to misaligned leadership expectations (Maier, 2011). Nonetheless, 
the effect of age on turnover intention was rather weak (Pizam and Thornburg, 2000) or was not 
supported statistically (Nadiri and Tanova, 2010). 
With regard to female workers, the work-life balance was highlighted as a factor 
affecting turnover decisions by Zhou and He (2014) and Blomme et al. (2010b), since women 
usually had more responsibility for family and housework. Blomme et al. (2010a) added that 
promotion opportunities affected women more significantly with regard to turnover decisions, 
since women frequently had fewer promotional opportunities than do men, which had an effect 
on work-life balance issues. Accordingly, women tended to put more emphasis on promotion in 
job decisions (Blomme et al., 2010a).  
In contrast to the other demographic factors, educational level was not confirmed as a 
reason for turnover (Mohsin et al., 2013). No further explanations were provided in the study.  
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In additional to the individual demographical differences, there were studies that tried to 
explain how organizational background influenced employee turnover decision. Two external 
factors formed by organisations were identified, namely the organisation’s reputation (Chan and 
Kuok, 2011) and the owner’s financial capability (Yang et al., 2012). Organisational reputation 
was mentioned by Chan and Kuok (2011), but was deemed to have a lower impact on turnover 
compared to other factors. Furthermore, employees were more likely to leave their jobs when the 
owners were unable to pay salaries on time (Chan and Kuok, 2011). Both studies generally 
identified the factors, but no further research or explanations were provided to allow deeper 
analyses.  
According to Lee et al. (2014b), having a code of ethics could influence employees’ 
turnover intentions. When organisations were more engaged in corporate philanthropy, this 
increased job engagement and organisational engagement, thus indirectly decreased turnover 
intentions.  
Nadiri and Tanova (2010) focused on three different types of justice influencing turnover, 
namely distributive, procedural and interactional justice.  All three types of justice affected the 
turnover intentions and the satisfaction of employees, but interactional justice (the way managers 
communicate with employees) had more influence on turnover intention (Nadiri and Tanova, 
2010). 
 
2.5.1.11. Relationship and its impact 
Relationship quality was mentioned frequently and was studied often in previous studies. 
Some studies proved the link between the quality of the relationship amongst co-workers and 
supervisors and turnover intentions (Choi, 2006, Lee et al., 2012), although the effect was 
somewhat indirect. 
The reasons behind the relationship quality-turnover link were explained by Qiu et al. 
(2014). For instance, work-group bonding was stressed by the interviewees, since strong bonds 
with colleagues could increase job performance in highly collaborative working environments 
(Qiu et al., 2014). Furthermore, satisfactory relationships with co-workers can increase 
satisfaction with the job directly, as it can bring enjoyment to the working environment (Qiu et 
al., 2014).  
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On the other hand, a number of other studies contradicted the impact of the relationship 
quality.  According to Mohsin et al. (2013), the relationship with supervisors was not statistically 
supported as a turnover factor. The author implied that the local culture (India) generally 
supported good relationships with managers and peers; thus, the relationship quality was not a 
main concern in turnover decisions. Similarly, Lam et al. (2002) rejected the influence of 
relationship quality on employee turnover, although the author highlighted the importance of 
relationships in Chinese culture and management practice.  
Besides, Tews et al. (2013a) focused on other aspects of employee relationship, namely 
instrumental support and emotional support. The study concluded that greater instrumental 
support increased turnover intentions, while greater emotional support decreased turnover 
intentions. The findings were further explained as follows: people who received greater 
instrumental support might be seen as “incompetent and inferior” (Tews et al., 2013a, p. 645), or 
poorly performing staff members may simply receive more instrumental support.  
In addition to the peer-level relationship, the impact of supervisory support on employee 
turnover received mixed findings in Kim and Jogaratnam (2010) and Iverson and Deery (1997). 
However, Qiu et al. (2014) stated that empowerment by supervisors motivated employees to 
remain in an organisation.  
 
2.5.2. Employee Turnover in Restaurants (general food and beverage service outside of the 
SEA region)  
Since the research scope in the hospitality industry was too general to be valid for the 
current research, it was necessary to review a more specific area that is closer to that of the 
current research.  
In the restaurant industry, salaries, other benefits and promotions were still considered to 
be the most commonly proven causes of turnover (Batt et al., 2014, Wildes, 2008), and the 
mostly frequently mentioned direct causes of turnover that were also consistently mentioned in 
the general literature on the hospitality industry, with the exception of corporate culture and 




















































































































Batt, Lee & 
Lakhani (2014) 
v v v      
Severt, Xie & 
Dipietro, (2007) 
        
Cantrell & 
Sarabakhsh (1991) 
v  v v    v 
George (1991) v v     v  
Wildes (2008) v v v      
(Source: Author) 
In addition, training, flexible hours (Wildes, 2008), family issues (George, 1991), age, 
tasks and jobs, autonomy (Severt et al., 2007) and ethics (Jung et al., 2010) were also 
consistently mentioned as less frequent findings that contributed to restaurant workers leaving 
their jobs. 
It was interesting that some new variables were mentioned in the discussion of the 
restaurant industry. For example, Tews et al. (2013b, p. 375) focused on ‘fun activities’ as a 
factor linked to employee turnover, while Wildes (2007) and Wildes and Parks (2005) stated that 
turnover was caused by internal service quality. Moreover, critical events (Tews et al., 2014) and 
consciousness of stigma (Wildes, 2005) were also proven to be related to the employee turnover 
of restaurant workers.  
Job satisfaction that was mentioned frequently in hospitality literature was also proved to 
be a factor affecting employee turnover related to locus of control (Huang, 2007). Yet, internal 
and external locus of control showed opposite effect on job satisfaction as employees with higher 
internal locus of control indicated higher job satisfaction leading to lower turnover intention and 
vice-versa (Huang, 2007). 
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The literature focused on the restaurant industry revealed some new findings, as well as 
consistencies with the general literature on hospitality. The findings in this field could be more 
appropriate to the current research. Nonetheless, a limited number of studies provided 
fundamental explanations and correlations among the variables. Therefore, qualitative 
explanations were limited for the current research. 
 
2.5.3. Employee Turnover in the Fast-food and Franchising Industry 
Research in the fast food industry has been less intensive than it has in the general 
hospitality and restaurant industries. However, according to Dipietro et al. (2007), there were 
some findings consistent with those in the hospitality and restaurant industries, as pay, promotion 
opportunities, other benefits, tips, relationships with co-workers and communication were listed 
as the main causes of employees leaving their jobs. In addition to these common causes, ‘easier 
travel to work’ (Dipietro et al., 2007, p. 57) was one of the main reasons behind fast food 
workers’ turnover decisions, which is unique among the other general sectors.  
Some other studies focused on a limited range of topics, including ethics (Aikens, 2012), 
job and life satisfaction (Ghiselli et al., 2001), internal friendship networks (Feeley et al., 2008), 
financial and non-financial incentives (Peterson and Luthans, 2006), and communication 
networks (Krackhardt and Porter, 1986).  
Concerning franchising sector, the quantity of available literature decreased dramatically 
with regard to the scope of research focused on franchises and company-owned food and 
beverage services. It was interesting that Johnston and Spinks (2013) showed that the 
organisational climate was not correlated with employee turnover, and this finding was 
inconsistent with findings in the previous literature.  
 
2.5.4. Employee retention and turnover in the food and beverage service industry in Southeast 
Asia and Vietnam 
The literature focusing on Southeast Asia (SEA) was somewhat limited in terms of the 
research scope. Specifically, the majority of the research conducted in Malaysia drew its samples 
from the hotel industry (Wai and Ong, 2014, Hemdi and Nasurdin, 2006). However, some 
studies showed consistent findings with those of the Western studies in that training, 
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performance appraisal, promotion (Hemdi & Nasurdin, 2006), compensation, recognition, 
promotion, the nature of the job, satisfaction (Saporna & Claveria, 2013) and commitment 
(Rahim, 2011) affected turnover, although there was a conflicting finding that organisational 
commitment may not be a cause of turnover (Saporna and Claveria, 2013). 
However, the studies focused on Vietnam F&B sector got lower attention. A limited 
number of recent studies have explored the reasons for employee turnover in Vietnam. The 
recent studies in Vietnam HRM were reviewed in the earlier chapter and these were also briefly 
summarized by Nguyen et al. (2013a) which showed no specific study focused on employee 
turnover issue. Although there was no published literature on the F&B industry in Vietnam, two 
studies have explored organisational commitment and job satisfaction in the transportation (Mai 
and Phan, 2014) and banking industries (Nguyen et al., 2014); however, they did not investigate 
the relationship to employee turnover. Nonetheless, they did provide some implications for 
employee turnover issues. 
 
2.6. Research gaps and opportunities  
Literature on employee turnover issues in the food and beverage industry was highly 
skewed towards the Western world in terms of both the quantity and the quality thereof. There 
have not been sufficient research efforts in SEA, particularly in Vietnam. Therefore, the current 
study would be a pioneering study that would have clear management implications for 
addressing the employee turnover issue in Vietnam Food & Beverage sector.  
In addition, the research findings among regions and industries were inconsistent, 
although there were some common findings. Since there were different contexts in different 
regions and industries, the findings in Western studies might be not applicable to Vietnam. For 
these reasons, conducting the current study would contribute to filling the research gap in the 
existing literature.  
As well, there has been limited studies and findings in the path analysis and causations / 
correlations among the turnover factors on three levels – individual, team and organizational 
factors that would give more thorough understanding in employee turnover and HR effectiveness 




3.0. Literature synthesis and Basic Theory 
Throughout the review of the previous studies of employee turnover that focused on 
hospitality, three sets of variables emerged, namely: 
1. Individual;  
2. Team;  
3. Organisational;  
This section provided a synthesis of the literature with respect to these three sets of 
variables.  
 
3.1. Individual Variables 
According to previous research, individual variables were employment profile, 
performance, psychology and work-life balance (see Table 2 below and Appendix 1: Individual 
Factors by literature). 
With regard to demographic variables, age (Maier, 2011, Pizam and Thornburg, 2000, 
Nadiri and Tanova, 2010), gender (Zhou and He, 2014, Blomme et al., 2010b, Blomme et al., 
2010a) and education level were studied in relation to employee turnover, and age and gender 
received statistical supports as reasons for turnover.  
Various psychological variables were confirmed by earlier studies, which found that job 
satisfaction (Zhou and He, 2014)  and organisational commitment (Mohsin et al., 2013) were 
more influential with regard to employee turnover.  Furthermore, the work-life balance was a 
strong predictor of employee turnover, especially for women (Blomme et al., 2010b), since 








Table 2: Individual Variables 
Sub-category Turnover factor Supporting literature 
Demographics Age Pizam and Thornburg (2000),  
Shreedaran (2010) 
Marital status Pizam and Thornburg (2000) 
Gender Pizam and Thornburg (2000), 
Shreedaran (2010), 
Blomme et al. (2010b) 
Education level Mohsin et al. (2013), 
Brown (2011) 
Employee profile Length of service Pizam and Thornburg (2000), 
Nadiri and Tanova (2010) 
Level of employment Lee and Way (2010) 
Job category Lee and Way (2010) 
Performance-related factors Job performance Pizam and Thornburg (2000) 
Effort Dipietro and Condly (2007) 
Persistence Dipietro and Condly (2007) 
Polychronicity  Jang and George (2012) 
Psychological factors Job satisfaction Choi (2006), 
Lee et al. (2012) 
Intrinsic motivation Yavas et al. (2013),  
Kim and Jogaratnam (2010) 
Subjective norm Lam et al. (2002) 
Comparison with others Choi (2006),  
Chan and Kuok (2011) 
Emotional intelligence Iverson and Deery (1997),  
Lee et al. (2011) 
Self-efficacy Dipietro and Condly (2007) 
Unmet expectations Shreedaran (2010),  
Choi (2006) 
Organisational commitment  Rahim (2011),  
Saporna and Claveria (2013) 
Work-life balance Social life balance Blomme et al. (2010b),  
Zhou and He (2014) 
Kinship responsibility Iverson and Deery (1997) 
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Career development plan Qiu et al. (2014) 
Easier travel to work DiPietro and Milman (2004),  
Dipietro et al. (2007) 
 
3.2. Team Variables 
With regard to the team factor, the quality of the relationships among team members was 
the most important concern when making turnover decisions (Vasquez, 2014, Robinson et al., 
2014). Emotional and instrumental support from team members was concluded to be a reason for 
turnover (Tews et al., 2013a), in addition to the department to which the team belonged (Lee and 
Way, 2010). (See Appendix 2: Team Variables) 
3.3. Organisational factors 
A wide range of organisational factors was identified in the previous research, as shown 
in Table 3 below (See Appendix 3: Organizational Variables). In particular, salary, promotion, 
job quality and the working environment were highlighted as key organisational factors 
predicting turnover decisions.  
 
Table 3: Organizational Variables 
Sub-category Turnover factor Supporting literature  
Working atmosphere  Working environment Yang et al. (2012) 
Management support Dipietro and Condly (2007)  
Communication Milman (2003),  
Culture / socialisation Moncarz et al. (2009) 
Job Job quality  Lee and Way (2010) 
Job security Mohsin et al. (2013) 
Job stress Yavas et al. (2013) 
Compensation and rewards Salary Chan and Kuok (2011) 
Incentive system Vasquez (2014) 
Other benefits Su et al. (2011) 
Other HRM factors Promotion Qiu et al. (2014) 
Training Choi and Dickson (2009) 
Recruitment procedure Moncarz et al. (2009) 
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Organisational values Ethics Lee et al. (2014b) 
Customer centeredness  Moncarz et al. (2009) 
Organisational background Labour shortage Gustafson (2002) 
Owner’s financial status Yang et al. (2012) 
Reputation of organisation Chan and Kuok (2011) 
 
 
3.4. Associations Among Variables 
A number of other researchers attempted to explain the reasons for employee turnover by 
studying relationships that were more complicated than are direct links between independent and 
dependent variables (See Table 4).  
It was interesting that job satisfaction and organisational commitment were still 
mentioned frequently as direct and indirect causes or antecedents of employee turnover  (Choi, 
2006, Lee et al., 2012). However, organisational commitment was proven to be the most direct 
sign of turnover according to Choi (2006) and Lee et al. (2012), while job satisfaction was 
mentioned more often as an indirect factor (Lee et al., 2011, Iverson and Deery, 1997). 
In fact, job satisfaction was considered to be a controversial reason behind employee 
turnover, since there was some disagreement in the research findings. For instance, there was no 
significant statistical evidence that job satisfaction caused higher turnover in the study by Kim 
and Jogaratnam (2010), while other studies showed it to be correlated directly and indirectly with 
turnover (Choi, 2006, Lee et al., 2012). 
Although various indirect reasons were identified in the previous literature such as 
relationship quality, work environment and salary, the finding was not agreed as some variables 
were considered as both direct and indirect reasons for employee turnover (e.g. salary). 
Despite the deeper implications, this type of study also had some shortcomings. 
Specifically, authors did not agree on a universal model, and the studies addressed a relatively 
narrow scope of themes. Thus, it was not possible to test all the possible correlations among 





Table 4: Direct and Indirect Causes of Employee Turnover 
Author Direct reason Direct and indirect 
reasons 
Indirect reason 
Choi (2006) Organisational 
commitment 




Comparisons to others 




 Job satisfaction 
Co-worker relationships 
Work environment 
Salary level  






Pay and welfare 
 
Yang (2010)  Absenteeism 
Affective commitment 
Continuance commitment 










(Job satisfaction has no effect 
on turnover) 
 
Lee et al. (2011) Satisfaction with job 
flexibility 
 Emotional intelligence 
Overall job satisfaction 
Iverson and Deery 
(1997) 












As shown in the above table, job satisfaction and organisational commitment were the 
most immediate / strongest reasons that predicted employee turnover directly, while other 
organisational, team and individual factors affected turnover decisions indirectly via job 










3.5. Initial Model 
The early studies by Mobley et al. (1979) developed the employee turnover model that 
included various factors related to individual, team and organisational level that caused 
employee turnover through various paths. Later, Bluedorn (1982) and Price and Mueller (1981) 
introduced turnover models that explained how factors on the three levels influenced employee 
turnover through direct and indirect paths. 
The model suggested by Mobley (1979) opened up possibilities in turnover research for 
integrative and multivariate turnover determinants. In addition, Bluedorn (1982) and Price and 
Mueller (1981) models provided evidence that different variables on the three levels formed 
different paths leading to employee turnover.  
The turnover research from the hospitality sector also developed models to understand 
paths and relationships (see Appendix 27). For example, Wang (2010) developed a model that 
included a direct path from a factor of team leave to turnover intention, while (Kim and 
Jogaratnam, 2010) and (Lee et al., 2012) confirmed an indirect path from factors on an 
organisational level, such as job characteristics, work environment and salary level.  
The effect of team-related factors on employee turnover was also reported by Robinson et 
al. (2014) and Tews et al. (2013a) and was illustrated in a model developed by Vasquez (2014), 
which indicated that supervisory leadership influenced the intention to remain. Turnover 
determinants on an individual level such as job satisfaction (Choi, 2006), organisational 
commitment (Lee et al., 2012) and intrinsic motivation (Kim and Jogaratnam, 2010) were also 
reported frequently as direct antecedents to turnover.   
With regard to the indirect paths, the team (relationship quality) / individual level (job 
satisfaction) path was confirmed by Choi (2006), and the team / organisational level path was 
suggested by Feeley et al. (2008) and Lam et al. (2002), who stated that a positive relationship 
quality could reduce job stress and improve the overall quality of the working environment, 
which impacted on turnover. The path between the team and the organisational level was also 
explained by Martin (2010), who posited that strong peer support improved the effectiveness of 
training. The organisational / individual level path was also supported by a wide range of 
researchers, such as Lee et al. (2012) and Wang (2010). 
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Based on the above models and the findings in the literature concerning turnover 
determinants, the current study developed an initial model shown in Figure 1. 
As the previous literature focused on the paths and connections between various variables 
and determinants (e.g. Bluedorn, 1982, Price and Mueller, 1981, Choi, 2006, Wang, 2010), the 
current model was developed to understand the relationships and paths on the three levels – 
individual, team and organisational based on the variables and determinants studied by the 
previous literatures. 
The initial model consisted of four constructs, including individual, team, organisational 
level and turnover intention, which revealed three direct paths and four indirect paths leading to 










































3.6. Preliminary Theory 
3.6.1. Main points from the synthesis 
- HRM was one of the critical and strategic issues for sustainable competitive advantage in 
Vietnam (Truong et al., 2010). 
- HRM effectiveness could be measured using turnover intention (Frank et al., 2004). 
- There were three different levels affecting employee turnover intention – with research 
questions about the direct and combined influence of the individual, team and 
organizational levels.  
o  (a): Different individual background such as age (Maier, 2011), gender (Blomme 
et al., 2010a), educational background (Mohsin et al., 2013) and individual 
performance (Pizam and Thornburg, 2000), psychological reasons (Wolfe and 
Kim, 2013), work-balance issues (Blomme et al., 2010b), etc. influenced 
employee turnover intention on individual level.  
o (b): Team cohesiveness influenced employee turnover intention through 
relationship quality (Qiu et al., 2014), emotional support, instrumental support 
(Tews et al., 2013a) and different department / team (Gustafson, 2002) at the team 
level. 
o (c): Organizational factors such as work environment (Yang et al., 2012), 
compensation (Chan and Kuok, 2011), communication (Milman, 2003), culture 
(Moncarz et al., 2009), company ethic (Lee et al., 2014b), affected employ 
turnover intention at the organization level.   
- The three levels might show (see relations (a), (b) and (c)) directly patterns in employee 
turnover intention. In addition, there might be patterns in correlations among these levels, 
as shown in the model by potential relations (d), (e) and (f). Either the direct relations or 
correlations might point to ways of understanding and improving HRM effectiveness. 
- Considering the theory of interactions among three levels that might influence employee 
turnover intention. 
o (d): organization-related factors were influencing individuals and so impacting on 
HRM effectiveness (Choi, 2006, Lee et al., 2012). 
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o (e): Team-related factors were influencing  individuals and so impacting on 
employee turnover intention (Choi, 2006, Lee et al., 2012).  
o (f): Team-related factors were influencing organizational-related factors and so 
impacting on employee turnover intention (Qiu et al., 2014, Lam et al., 2002, 
Feeley et al., 2008). 
 
 
3.6.2. Basic Theory 
The following focal basic theory was developed:  
 
Employee turnover intention can be explained by various variables on three levels – 
individual (e.g. demography, job satisfaction, work-life balance, intrinsic motivation, subjective 
norm, etc.); team (e.g. relationship quality, instrumental and emotional support, etc.); 
organizational (e.g. compensation, promotion, work environment, training, etc.)  
 
This is to be researched given the general theory that understanding these variables and 
addressing concerns with them can not only reduce turnover specifically but drive improvement 






3.7. Research questions, aims and objectives 
3.7.1. Aim: 
- To evaluate the effectiveness of HRM in Vietnam by exploring turnover intention in the 
food and beverage (F&B) industry in Vietnam with variables at three different levels – 
individual, team and organizational. 
3.7.2. Research questions 
- What are the variables that predict employee turnover in Vietnam F&B Sector? 
- How are the variables associated to predict the employee turnover? 
- What does the study of turnover intention show us about the effectiveness of HRM in 
Vietnam F&B Sector? 
 
3.7.3. Objectives: 
- To identify the levels and causes of employees’ turnover intention in case study 
companies in the food and beverage industry in Vietnam. 
- To analyse the paths among individual, team and organizational level that shape 
employees’ turnover intentions in the food and beverage industry in Vietnam. 
- To explore the personal experiences of employees and better understand their turnover 
intentions and experiences of HRM in the case study companies  
- To generalise from the cases and the sector to identify themes and concerns in the future 
for HRM in Vietnam 
 
3.7.4. Hypothesis 
3.7.4.1. Research hypothesis 
𝐻0: No associations exist among individual, team and organizational variables which are 
the employee turnover intention. 
𝐻1: Associations exist among a set of individual, team and organizational variables which 




3.7.4.2. Operational hypothesis 
𝐻0: No individual-related variables predict turnover intention in Vietnam F&B sector. 
𝐻1: Individual-related variables predict turnover intention in Vietnam F&B sector. 
 
𝐻0: No team-related variables predict turnover intention in Vietnam F&B sector. 
𝐻1: Team-related variables predict turnover intention in Vietnam F&B sector. 
 
𝐻0: No organizational-related variables predict turnover intention in Vietnam F&B 
sector. 
𝐻1: Organizational-related variables predict turnover intention in Vietnam F&B sector. 
 
𝐻0: The team and organizational-related variables do not affect turnover intention 
through individual variables 




4.0. Research Methodology 
4.1. Pilot study 
4.1.1 Introduction 
The purpose of a pilot study was to test the preliminary theory that was developed in the 
previous section related to the three categories, namely the effect of individual, team and 
organisational factors on employees’ turnover intentions. An on-line questionnaire was 
developed to measure the correlations among variables.  
XYZ Bakery was operating 15 stores in Vietnam, including 11 in Ho Chi Minh City 
(HCMC) and four in other regions at the time of research. Two hundred and fifty staff members 
were working at XYZ Bakery in the stores and back office.  
For a pilot study, all 15 stores in Vietnam were surveyed, with the store managers 




53 questions were developed to test three sets of variables potentially affecting 
employees’ turnover intentions (See Appendix 4: Pilot Survey Questions). The questions for 
each factor were developed based on the questions previously developed by previous researchers 
(please see the below tables). When questions were not available, terms and definitions provided 
in the literature were used to develop questions.   
22 questions were developed to investigate individual factors (See Table 5 and 6). There 
were four subcategories under the individual factors including ‘demography’, ‘job employment 
profile’, performance-related factor’ and ‘psychological factor’. For example, with regard to 
‘performance-related factor’, job satisfaction and organizational commitment were asked with a 
five-point Likert. For job satisfaction, the statement, ‘I feel fairly satisfied with my present 
job’(Autry and Daugherty, 2003, p. 195) was asked to response. To examine organisational 
commitment, the statement ‘I often tell my friends that the company I work for is a very good 




Table 5: Individual Factor Measurement A 
Factors Levels Measurement items References Types 





Marital status Individual Which of the following best 




















Education level Individual What is the highest level of 
education you have completed? 




Length of service 
(employment)  
Individual About how long have you been 












Job category Individual What type of shift pattern do you 
work? 




*The question was directly used in the cited literature. 
**The question was developed based on the terms/definition used in the literature. 








Table 6: Individual Factors Measurement B 
Factors Levels Measurement items References Types 
Job performance Individual Have you ever been selected as the 






how many times are you selected 






I get compliments from my 













Individual Doing my job well increases my 





I feel like I am a good match for 
my organization. 
(Robinson et al., 
2014)* 
Likert scale 
Self-efficacy Individual Compared to other employees, I 





Subjective norms Individual People who are most important to 
me think that I should quit my 
current job. 





Individual I often tell my friends that the 
company I work for is a very good 
one. 





Individual My job gives me enough time for 
family activities. 
(Mohsin et al., 
2013)* 
Likert scale 
My job gives me enough time to 
socialize. 













Individual I chose this job because it is close 





*The question was directly used in the cited literature. 
**The question was developed based on the terms/definition used in the literature. 
***The question was developed by author based on the factor supported by the literature. 
 
To measure team factors, five statements were developed (see Table 7), such as ‘Co-
workers are friendly’ (Lee et al., 2012, p. 869) and ‘My co-workers help me out when things 
become demanding’ (Tews et al., 2013a, p. 639) related emotional and instrumental team 
support. Another question was asked to identify team of the participant (Lee and Way, 2010). 
 
Table 7: Team Factor Measurement 
Factors Levels Measurement items References Types 
Relationship 
quality 
Team Co-workers are friendly. (Lee et al., 
2012)* 
Likert scale 
I have good interactions with my 
supervisors. 






Team My co-workers take a personal 
interest in me. 






Team My co-workers help me out when 
things get demanding. 





Team which department / team do you 
work with? 




*The question was directly used in the cited literature. 
**The question was developed based on the terms/definition used in the literature. 
***The question was developed by author based on the factor supported by the literature. 
 
With regard to the organisational factors, there were five subcategories including 
‘working environment’, ‘job quality / job design’, ‘compensation / reward factor’, ‘other HRM 
factors’ and ‘organizational cultural value’. 24 statements were formulated, such as ‘My job 
requires me to do many different things, using a number of different skills and talents’ (Hackman 
and Oldham, 1974, p. 50) for ‘job design (under ‘job quality’)’ while ‘working environment’ was 
assessed via the statement ‘My job provides a pleasant working environment’ (Brown, 2011, p. 
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103) and salary (under ‘job quality’) was rated according the statement, ‘I am very satisfied with 
my salary’ (Lee et al., 2012, p. 869).  
 
Table 8: Organizational Factor Measurement A 
Factors Levels Measurement items References Types 





The facilities at my organization is 
in keeping with the type of services 






Organizational When I have problems, my 










Communication Organizational Senior management practices open 
communication and sharing of 
information with employee. 





Organizational My company celebrates work 
achievement. E.g. public 
recognition for outstanding results 
and employees of the month 
programs. 
(Tews et al., 
2013b)* 
Likert scale 
*The question was directly used in the cited literature. 
**The question was developed based on the terms/definition used in the literature. 









Table 9: Organizational Factor Measurement B 
Factors Levels Measurement items References Types 
Job design / 
flexibility 
Organizational My job requires me to do many 
different things, using a number of 
















Job security Organizational my job is very secure. (Mohsin et al., 
2013)* 
Likert scale 
My company provides long term 
career vision to me. 
(Mohsin et al., 
2013)* 
Likert scale 
Job stress Organizational Job-related problems keep me 
awake all night. 
(Mohsin et al., 
2013)* 
Likert scale 
I feel that I have too heavy a 
workload, one that you cannot 
possible finish in a normal 
workday. 
(Mohsin et al., 
2013)* 
Likert scale 
*The question was directly used in the cited literature. 
**The question was developed based on the terms/definition used in the literature. 
***The question was developed by author based on the factor supported by the literature. 
 
The questions adapted from Moncarz et al. (2009) to measure promotion, performance 








Table 10: Organizational Factor Measurement C 
Factors Levels Measurement items References Types 
Salary / benefit / 
incentives 





Organizational Your employer supports promoting 
employees from within 
organization. 
(Moncarz et al., 
2009)* 
Likert scale 
my employer provides job-
development/career path guidance 
for employees. 





Organizational My employer has regularly 
scheduled employee performance 
appraisal periods for employees. 
(Moncarz et al., 
2009)* 
Likert scale 
Training Organizational Regular training program is 
practiced at your establishment. 
(Moncarz et al., 
2009)** 
Likert scale 
Your establishment has 
buddy/mentor programs for 
employees. 
(Moncarz et al., 
2009)* 
Likert scale 
*The question was directly used in the cited literature. 
**The question was developed based on the terms/definition used in the literature. 
***The question was developed by author based on the factor supported by the literature. 
 
Three questions were used to measure three different types of justice at work i.e. 
procedural, distributional and interactional justice developed by Nadiri and Tanova (2010). 
Turnover intention was measured by statements ‘In the past year, I have considered working 
somewhere else.’ (Autry and Daugherty, 2003, p. 195) and ‘I intend to quit my current job.’ (Lee 










Table 11: Organizational Factor Measurement D 





Organizational There are fair rewards with regard 





My establishment is listening to 









Ethic Organizational My organization follows ethical 
standards and policies. 





Organizational We have customer-quality 
assurance goals that are 
communicated to employees. 





 In the past year, I have considered 





I intend to quit my current job. (Lee et al., 
2012)* 
Likert scale 
*The question was directly used in the cited literature. 
**The question was developed based on the terms/definition used in the literature. 
***The question was developed by author based on the factor supported by the literature. 
 
The pilot survey using the 53 questions were used to identify the most relevant employee 
turnover factors, with non-turnover related factors being eliminated. The identified factor scores 
were combined into individual, team and organization level to conduct a path analysis.  
4.2.1.1. Limitation 
The pilot study developed 53 questions to measure 37 variables, with one to three 
questions measure each variable in the questionnaire. The number of questions kept in minimum 
number to measure a wide range of variables to identify employee turnover factors in new 
context, as there was evidence that lengthier questionnaires reduced response rates (Rolstad et 
al., 2011, SurveyMonkey, 2011). The current study targeted relatively small targeted participants 
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(192 employees), where a good response rate is critical for valid statistical analysis. Yet, the 
limited items for each factor would reduce the reliability of measurement.  
To increase reliability and validity of the survey result in the main study, additional data 
were collected as a 3rd party quantitative report and interviewed data.  
 
4.2.2. Procedure: 
On the 19th of January 2016, the store manager was contacted by a translator (since the all 
staff members working at XYZ Bakery were Vietnamese and did not speak English) to explain 
the pilot questionnaire. The 53 survey questions were translated into Vietnamese by a translator. 
Following this, the translated questions were uploaded onto www.surveymonkey.com.  
A letter inviting applicants to participate in an on-line survey was also developed and was 
translated into Vietnamese (see Appendix 5). On the 21st of March 2016, 192 invitations to 
participate in the pilot questionnaire were delivered 15 XYZ Bakery Vietnam stores across 
Vietnam, and the staff members began to participate in the survey. 
The letter of invitation also provided an option to participate in the survey via the post 
should any participants request a paper questionnaire.  
To encourage the staff to participate, the letter of invitation promised to donate VND 
50,000 (approximately USD 2.2) per response. In addition, text messages were sent to the 
participants to encourage them to complete the on-line questionnaire.   
The on-line survey was closed on the 25th April 2016. 
 
4.2.3. Results: 
64 out of 192 employees (33.3%) responded to the online questionnaire. 56 respondents 
(87.5%) fully completed the questions and 8 respondents (12.5%) partially finished the 





Among the respondents, 66% were female and 34% were male. The gender ratio was 
consistent with the population ratio in XYZ Bakery Vietnam (1:2, males to females). 50% of the 
respondents were between age of 28 and 30 and 83% were under 30 years old. 86% of 
respondents were single and 9% of them were only married or in a domestic partnership. 
Table 12: Demography A 
 
Response  
Percent Response Count 
Gender     
Male 34% 22 
Female 66% 42 
Age     
19-21 2% 1 
22-24 13% 8 
25-27 19% 12 
28-30 50% 32 
31-33 17% 11 
 
Table 13: Demography B 
 
Response  
Percent Response Count 
Relationship Status     
single 86% 55 
Married 6% 4 
Widowed 2% 1 
Divorced 2% 1 
Separated 2% 1 




41% of the respondents were from HCMC and the majority was from rural area (42%). 
Since 87% of XYZ Bakery stores were located in HCMC, the number shows a quite number of 
employees came from other regions to work in HCMC. 
The respondents were mostly homogenous race – Kinh (97%) and only 3% of them were 
Chinese-Vietnamese. Vietnam consists of 54 ethnic groups and Kinh is a major ethnicity (87% 
of population). Yet, Kinh dominates major cities as HCMC and Hanoi and the other 53 ethnic 
minorities – approximately 8 million people living in rural area. Thus, the response ratio of Kinh 
was reasonable to accept for further analysis. Yet, since there was only two non-Kinh 
respondents, the analysis wouldn’t show the effect of different ethnicities.   
Table 14: Demography C 
 
Response  
Percent Response Count 
Hometown     
Ba Ria - Vung Tau 9% 6 
Binh Thuan 3% 2 
Dong Nai 11% 7 
Ha Noi 6% 4 
Ho Chi Minh city 41% 26 
Lao Cai 3% 2 
Other 27% 17 
Race / Ethnicity     
Kinh 97% 62 
Hoa 3% 2 
 
98% of the respondents at least finished high school diploma, and 36% studied in college 
/ vocational school after high school. 25% of them got bachelor’s degree. The majority (61%) 
worked in the company for less than 1 year and only 28% of them worked longer than 2 years in 
the company. 52% of the respondents were from sales team and 46% were from production 




Table 15: Demography D 
 
Response  
Percent Response Count 
Education level     
Secondary school  2% 1 
High school/ vocational high school 38% 24 
College diploma/ Vocational college diploma 36% 23 
Undergraduate degree 25% 16 
Length of service     
Less than 6 months 28% 18 
6 months - 1 year 23% 15 
1 - 2 years 20% 13 
longer than 2 years 28% 18 
 
Table 16: Demography E 
 
Response  
Percent Response Count 
Job Role     
Store Manager 6% 4 
Production head 3% 2 
Shift leader - kitchen 9% 6 
Shift leader - sales 11% 7 
Sales 31% 20 
Assistant baker 33% 21 
Packing 2% 1 
Part-time sales 3% 2 







4.2.3.2. Turnover Intention:  
Table 17: Turnover Intention 
 
Response 
Percent Response Count 
Low 7.4% 4 
Medium 57.4% 31 
High 35.2% 19 
(author) 
According to the survey, more than half of employees (64.8%) had moderate to high 
intention to quit their current job while 7.4% showed low intention to leave. Among the 
employee with intention to leave, 35.2% of them show relatively high intention. 
Among the employee with high turnover intention, 36.8% were male and 63.2% were 
female. 78.9% of them were single and 5.2% were married. In addition, the majority the 
respondents were from HCMC (47.3%) and had high school diploma (47.3%) or vocational 
education or higher (52.0%). 63.1% of employees with high turnover intention were from 
production (kitchen) team and the other 36.9% were from sales team. 31.5% of the respondent 
worked as supervisory level (i.e. shift leader, team leader or store manager). 
The overall description of turnover intention based on the demographic factors didn’t 
clearly show any clear turnover factor since the response rates were proportional to the overall 
response rate. To understand clearer employee turnover factors, a correlation analysis was 
conducted in the next section. 
4.2.3.3. Correlation analysis: 
To measure strengths of different variables, Spearman’s correlation was conducted. Since 
the survey was conducted with mostly ordinal scale (i.e. Likert scale) and paired observations, 
the survey was appropriate for Spearman’s correlation (Spearman, 1904).  
To check if the survey results were monotonic relationships between variables, 
scatterplots were developed for 36 independent factors (e.g. job satisfaction, relationship quality, 
etc.) and one dependent factor (turnover intention). (Please, see Appendix 6: Scatterplot) 
According to the scatterplots, it showed there was no non-monotonic relationship among 
the variable. Thus, it was appropriate to proceed Spearman’s correlation.  
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A Spearman correlation analysis was conducted using SPSS for the data. The correlation 
analysis showed the following results: 
 
Table 18: High Turnover Intention Variable 
Factor Variable level Coefficient 
organizational commitment Individual -.584** 
communication Organizational -.561** 
justice Organizational -.551** 
work environment Organizational -.543** 
ethic Organizational -.533** 
management support Organizational -.504** 
**Correlation is significant at the 0.01 level (2-tailed)     
*Correlation is significant at the 0.05 level (2-tailed)         
             
          
Table 19: Moderate Turnover Intention Variable 
Factor Variable level Coefficient 
customer centeredness Organizational -.475** 
job performance Individual -.452** 
job security Organizational -.449** 
subjective norms Individual .445** 
job satisfaction Individual -.417** 
intrinsic motivation Individual -.400** 
training Organizational -.398** 
promotion, development Organizational -.397** 
culture / socialization Organizational -.394** 
performance appraisal Organizational -.367** 
job design / flexibility Organizational -.364** 
salary, benefit, incentive Organizational -.342** 
department / team Team -.315* 
**Correlation is significant at the 0.01 level (2-tailed)     






Table 20: Low Turnover Intention Variable 
Factor Variable level Coefficient 
education level Individual -0.230 
job stress Organizational 0.226 
work-life balance Individual -0.220 
marital status Individual 0.216 
job category Individual -0.210 
relationship quality Team -0.189 
self-efficacy Individual 0.185 
level of employment Individual -0.181 
race Individual -0.148 
gender Individual -0.143 
career development plan Individual -0.141 
convenience factor Individual 0.134 
age Individual 0.110 
co-worker emotional support Team 0.069 
length of service Individual 0.064 
job / employment status Organizational 0.048 
co-worker instrumental support Team 0.038 
**Correlation is significant at the 0.01 level (2-tailed)     
*Correlation is significant at the 0.05 level (2-tailed) 
Firstly, in contrast with the literature review, individual and demographic variables were 
weakly correlated to the turnover intention in the Vietnamese company. Race, gender and age 
indicate low level of correlation coefficient as -0.148, -0.143 and 0.110 as well as education level 
(-0.230) and marital status 0.216. Yet, since the respondents were mostly Kinh (97%), it was not 
appropriate to conclude based on the coefficient.  
At the individual level, organizational commitment showed the highest level of 
coefficient (-0.584) which affirms as would be expected that the more committed employees tend 
to have lower level of turnover intention. Indeed, organizational commitment was the highest 
coefficient among the 36 independent variables.  This suggested the survey picked up an 
accurate measure of turnover intention 
Some other variables at the individual level such as job performance (-0.452), subjective 
norms (0.445), job satisfaction (-0.417) and intrinsic motivation (-0.400) had a moderate level of 
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correlation with turnover intention. This more reflected what was understood and shown in the 
literature about turnover intention in other contexts. However, work-life balance, job categories, 
self-efficacy, level of employment, career development plan, convenience factor and length of 
service did not seem to correlate with turnover intention as would be predicted by previous 
findings. This needed to be explored and explained further, in interviews. 
Second, variables on organizational level showed the strongest correlation to employee 
turnover intention. This was seen especially with justice (-0.551), work environment (-0.543), 
ethic (-0.533), communication (-0.519) and management support (-0.504) which all were 
associated with high turnover intention. In addition, customer centeredness (-0.475) and job 
security (-0.449) were seen to have a moderately high level of coefficient. At the organizational 
level, only job stress (0.226) and job / employment status (0.048) didn’t feature as factors 
potentially affecting in turnover intention.  
Finally, variables at the team level didn’t have statistical support for correlation to 
employee turnover intention. Among the 5 factors explored only department / team showed a 
moderate level of correlation (-0.315). This shows that employees working in kitchen teams had 
a higher level of turnover intention than those in sales team. Other team related variables (e.g. 
relationship quality, emotional and instrumental support) didn’t show significant level of 
correlation coefficient. 
 
4.2.3.4. Kruskal Wallis H test: 
To measure how categorical differences in the team factor influences employee turnover 
intention, Kruskal Wallis H Test was used to test the team / store variables. The following result 














The result indicated that the different categories influenced turnover intention as the 
staffs working in the kitchen team (Bep) indicated higher turnover intention than in the sales 
team (Cua Hang / Ban Hang). 
 
4.2.3.5. Three-Level analysis: 
4.2.3.5.1. Cronbach’s Alpha analysis: 
Since there were multiple items used to measure the constructs - individual and 
organizational factors, Cronbach’s Alpha analysis conducted to check internal consistency of the 
data set.  
The 5 individual-related variables were identified (job performance, job satisfaction, 
intrinsic motivation, subjective norms, and organizational commitment) as significant turnover 
factors. Cronbach’s Alpha analysis showed the following result for the 5 variables developed by 
8 items (questions). 
 
Table 22: Reliability Statistics 
Cronbach's Alpha Cronbach's Alpha Based 
on Standardized Items 
N of Items 
0.692 0.705 5 
 
Table 23: Item-Total Statistics 
  Scale Mean if Item 
Deleted 











f9 16.5161 8.942 0.483 0.292 0.626 
f10 18.1129 9.610 0.542 0.311 0.606 
f11 13.7097 9.554 0.334 0.191 0.702 
f13_reverse 18.6129 10.438 0.373 0.196 0.671 
f14 18.4032 9.589 0.554 0.368 0.602 
 
Individual level consisted of 8 questions (5 factors) indicated a high level of internal 
consistency (0.692). According to DeVellis (2016) and Kline (2015), the questionnaire was 
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considered as ‘consistent’ if the Alpha is 0.7 or higher. Also, no item significantly increased the 
Alpha by eliminating. Thus, the items developed for individual level were reliable for further 
path analysis.  
For organizational level, the 13 organizational-related variables were identified (work 
environment, management support, communication, etc.) as significant turnover variables. 
Cronbach’s Alpha analysis showed the following result for the 13 variables developed by 21 
items (questions).  
 
Table 24: Reliability Statistics 
Cronbach's Alpha Cronbach's Alpha 
Based on Standardized 
Items 
N of Items 
0.933 0.946 13 
 
Table 25: Item-Total Statistics 
  Scale Mean if Item 
Deleted 









Alpha if Item 
Deleted 
f22 50.6250 220.530 0.699 0.550 0.928 
f23 50.9286 202.758 0.793 0.727 0.925 
f24 54.4464 226.615 0.816 0.742 0.926 
f25 55.1071 230.897 0.705 0.616 0.929 
f26 50.0000 238.109 0.588 0.462 0.932 
f28 51.2857 226.462 0.631 0.541 0.930 
f30 54.9107 237.065 0.649 0.507 0.931 
f31 53.7500 210.700 0.752 0.798 0.926 
f32 55.6429 236.125 0.771 0.816 0.929 
f33 53.4464 208.252 0.739 0.694 0.927 
f34 49.9821 182.672 0.895 0.842 0.924 
f35 54.3214 230.440 0.837 0.755 0.926 
f36 53.8393 234.246 0.702 0.586 0.929 
 
Organizational level consisted of 21 items (questions) indicated a high internal 
consistency (0.933) by the Cronbach’s Alpha. Also, no item significantly increased the Alpha by 
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eliminating.  Thus, the combined score for organizational level was reliable to run further path 
analysis. 
In the previous Spearman’s correlation, only team / department variable in team-related 
level was based on one item. Thus, team level adapted the item directly for further path analysis.  
 
4.2.3.5.2. Correlations Analysis: 
To understanding how the organization and team-related variables interact with 
individual level and each other, another Spearman correlation ran for the 18 factors that indicated 
moderate and high level of correlation coefficient sorted by three constructs i.e. Individual (IF), 
Organizational (OF), Team (TF) and Turnover Intention (TI) as below. 
 
Table 26: Three-Level Analysis 
  IF TF OF TI 
IF 1 .329** .623** -.661** 
TF .329** 1 .341** -.315* 
OF .623** .341** 1 -.601** 
TI -.661** -.315* -.601** 1 
**Correlation is significant at the 0.01 level (2-tailed)     
*Correlation is significant at the 0.05 level (2-tailed) 
All 3-levels (individual, team, organization) showed statistically significant correlation to 
turnover intention. According to the Spearman’s correlation, the individual level indicated the 
strongest correlation (-0.661) to the turnover intention and the team factor showed the lower 
level of prediction (-0.315). Among the 3-levels, there were also statistically significant 
correlations witnessed. The connection between organizational and individual level was 
significantly high (-0.623). The coefficients supported there are correlations exist among the 3-
level as well as certain paths proposed by the initial model (Figure 1). Especially, the factors on 







4.2.4. Pilot study summary 
The pilot study did not conform the main hypotheses, though the operational hypotheses 
were supported to some extent. The three levels affecting employee turnover intention, 
emphasizing the organization level then the individual level as major areas of concern. There 
were interesting differences between the pilot result and what the literature would suggest, 
especially about the role and significance of individual factors, with only some individual factors 
selectively correlated to turnover intention. Additionally, there was evidence that the team factor 
has a relatively low level of connection to turnover intention. As the influence of team factor was 
rejected in a previous literature (Mohsin et al., 2013), the result may indicate there is no or weak 
connection between team level influence and turnover intention. This issue s further measured 
and analysed in the main study. 
Overall, the pilot study was, on balance, seen to support the theory and model proposed 
earlier that described a potential relationship between the individual, team and organizational 
levels and turnover intention. A further sample study using the same levels and variables were 
proceed, and a similar analysis undertaken to confirm or clarify the explanation of turnover 
intention and the consequent agenda for HRM effectiveness.  As the pilot findings suggested 
patterns that were not consistent with those seen in other studies it was appropriate to also 
conduct interviews to explore what might explain the greater role of organizational factors and 
the lesser role of individual and team factors in the Vietnamese context. 
Additionally, further statistical analyses were conducted (path-analysis) to prove clear 
paths to turnover intention.  
 
4.2.5. Formal theory 
Based on the literature synthesis and the pilot study result, the basic theory was suitable 
to be carried through for the formal theory, though there were some inconsistencies and weak 
correlations in the pilot study for aspects of the theory. This was clarified through the following 
main study with a wider scale of data and more thorough analyses. For this reason, the formal 
theory was stated as: 
70 
 
HRM effectiveness can sustain / create competitive advantage. Employee turnover 
intention is an indicator that can be used to measure and evaluate the effectiveness of HRM in 
F&B sector in Vietnam. Patterns in employee turnover intention, and action to change this if 
desired, are to be explained at three levels – individual (e.g. demography, job satisfaction, work-
life balance, intrinsic motivation, subjective norm, etc.); team (e.g. relationship quality, 
instrumental and emotional support, etc.); organizational (e.g. compensation, promotion, work 








4.3. Research design and methodology 
4.3.1. Research paradigm and strategy 
The current research adapted a positivist approach to understand correlations and 
causations between variables that influence employee turnover intention through conducting 
questionnaires and statistical analysis in a case organization to generalize the findings as a formal 
theory in the given context. The researcher believed the correlations and causations for employee 
turnover can be objectively measured through a case study and the finding can be generalized to 
different contexts. For the reason, a positivist approach was appropriate for current study as 
suggested by Jankowicz et al. (2016b). 
To follow the positivism, the current study chose a case-study approach for number of 
reasons such as securitizing data access and higher response rate, understanding reasons for the 
correlations and exploring new / complex issues (Vissak, 2010). Also, according to Jankowicz 
and Wallace (2016), Research Type B – hypothesis-based single case study, was appropriate 
when researchers still explore relatively new areas based on previous exploratory studies.  
In fact, the key variables heightening employee turnover intention were already studied in 
previous literature. Yet, those studies were mainly conducted in Western context or non-
Southeast Asian outside Vietnamese context. For the reason, the previous findings needed to be 
tested again in the new context based on a positivist approach and explored further with more 
detailed explanation based on a qualitative method. 
For the reason, the current research was based on the positivist approach (statistical 
analysis based on questionnaire from a case study) with qualitative data collected by interview. 
Using both quantitative and qualitative method for a positivist research was considered as a valid 
approach according to (Jankowicz et al., 2016b).  In other words, preliminary theories developed 
by the previous studies were be tested by a single case study which follows Research Type B 
(Jankowicz and Wallace, 2016).  Yet, the current study also used interview to triangulate the 
findings by the mixed method.  
A hypothesis-based single case study was used for the current study by testing a series of 
hypothesis test (quantitative approach) in 3 main dimensions – individual, team and 
organizational factors developed by the previous literature. Yet, qualitative data was collected by 
interview to triangulate the findings of the quantitative analysis.  
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The current study examined and explored a new context in a specific region (Vietnam), 
so this study aimed to bring initial findings through a small-scale study that could be a basis for 
further / larger scale studies later on.
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4.3.2. Research methodology 
The current study was an empirical study based on a case study. XYZ Bakery Vietnam 
was selected in order to collect the data, and questionnaire and interviews were conducted in 15 
stores and a central production unit in Vietnam. The number of employees in the 15 stores was 
approximately 209 at present, and all staff members at all 15 stores were invited to participate in 
the questionnaire. This case study-based empirical study was adapted from previous studies, such 
as those by Choi and Dickson (2009) and Wolfe and Kim (2013), who conducted case study-
based questionnaire to understand the effect of training (Choi & Dickson, 2009) and emotional 
intelligence (Wolfe & Kim, 2013) on employee turnover in a hotel chain.   
The present research focused on current employees’ turnover intentions to avoid potential 
issues in sampling and low response rates. The majority of the previous studies (Lee et al., 2012, 
Yavas et al., 2013) also used samples chosen from current employees in order to understand their 
turnover intentions; thus, this method was valid for the current study. 
In addition, according to Lee and Mowday (1987), turnover intention was the only 
antecedent that predicts actual leaving, and this finding was corroborated in other studies 
(Michaels & Spector, 1982; O'Reilly & Caldwell, 1981, as cited in Tett & Meyer, 1993). Thus, 
the current research method was a valid approach to understand the reasons for turnover in this 
context.   
With regard to the interviews, approximately 20 staff members from different 
backgrounds (jobs, ages, genders and so on) were randomly selected to participate in semi-
structured interviews. In Yang et al. (2012) study, qualitative interviews were used to understand 
the reasons behind employee turnover that had been stated in the literature. Therefore, this 
approach was also appropriate for the current study. In addition, both quantitative questionnaire 
and qualitative interviews were used to validate and strengthen the findings (Shreedaran, 2010), 
as was the case with the design of the current study.  
The Vietnamese language were used for the interviews and questionnaire, which was 
then translated into English for analysis. Semi-structured interviews and questionnaire were 
chosen in order to standardise the data collection and to minimise misunderstandings during the 
Vietnamese/ English translation process (more details will be given in the next section), and the 
translation method was proven by Kim et al. (2010) to be a valid approach. 
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The result of questionnaire was analysed to 1. identify relevant turnover variables in the 
case company and 2. develop constructs for a path analysis. 
Firstly, the literature review (Section 3) identified a range of variables affecting employee 
turnover intention in hospitality industries from previous literature. These factors in the three 
different levels (individual, team and organizational) were converted into 46 questions (including 
two questions for turnover intention) based on the previous literature. The data from pilot 
questionnaire was analysed by Spearman’s correlation to identify variables that directly 
influence turnover intention. Throughout this procedure, the most relevant turnover factors were 
identified for Vietnam F&B sector.  
The pilot analysis showed there were 17 variables statistically not significant as turnover 
factors (See Table 20). These low turnover variables (i.e. ‘self-efficacy’, ‘work-life balance’, 
‘career development plan’, ‘convenient factor’, ‘job stress’ and ‘job / employment status’) were 
eliminated in the main study questionnaire except the basis demographic questions and the 
questions related to team level. The all questions measure for team level were kept since there 
was only one scale proven to be significant at 0.05 level.  The all scales in team level were 
measured again with the main study for XYZ Bakery and DEF Café to avoid any statistical 
errors. Yet, for DEF Café, the question related to team / department (i.e. “which team / 
department do you work with?”) were replaced by “which store do you work?” since there was 
no team / department difference in each store. 
For nominal variables e.g. stores and teams, Kruskal Wallis H test were conducted to see 
if there were any differences among the groups with level of influences.  
Second, for a path analysis, among these variables, they were grouped into individual, 
team and organizational-related level. Each group summed scores from the items on each level 
and a path-analysis were conducted by SmartPLS to test if there was an evidence for the 
proposed path among the three levels.  
For the path analysis, the current research adapts the procedure proposed by Jankowicz et 
al. (2016a) as following: 
i. A model / construct was developed (Section 3.5) based on literature review 
(Section 3.0). 
ii. Research and operational hypothesis were developed (Section 3.7.4). 
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iii. A questionnaire was devised (with 53 questions) to measure scales on three levels 
– individual, team and organisational. 
iv. A pilot study was conducted to confirm the model / construct and a reliability test 
(Cronbach’s alpha) was applied to eliminate irrelevant scales. 
v. The refined questionnaire were run in two organizations as a main study. 
vi. Conclusions were made based on the main study results. 
Next, interview data was used to triangulate, and analyse the correlations that exist, 
presuming they reflected the pilot study findings. This further validated the correlations. 
Furthermore, the interview analysis enabled the Vietnamese experience to be better described, 
with findings related to Vietnam F&B context not seen in the previous HRM literature. 
To address the limitations of a single case study and other data was collected from two 
other firms including ABC Café and DEF Café (both firms were leading F&B service brands in 
Vietnam; the identity of the firms kept in confidential for their requests).  
For DEF Café, the annual employee survey in 2016 was used (DEF Café agreed to 
provide the data under confidentiality agreement) to analyse correlations between variable. The 
annual employee survey was conducted by DEF Café. Accordingly, it is expected that the 
analysis of the report increases validity and reduce bias from the findings from XYZ bakery 
Vietnam. In addition, 5 employees were selected by snow-bowling and interviewed to 
understand the correlations identified by the annual report. 
For ABC Café, the questionnaire conducted for XYZ Bakery Vietnam was rolled out to 
10 stores in Vietnam. All staffs working in 11 stores were invited for online questionnaires. The 
same questionnaire methods used for XYZ Bakery was applied to ABC Café. The collected data 
from the questionnaire had the same statistically analysis conducted for XYZ bakery Vietnam. 
Furthermore, 5 snow-bowled employees were selected for interview to understand the 
correlations found in the statistical analysis.  
The analyses of the two additional cases strengthen ‘analytic generalization’ (See Section 
6.1.) from the main case study – XYZ Bakery through 3rd party data, additional data collected 
from a different firm with qualitative data to understand causations among variables. The 
interview of ABC Café and DEF Café was conducted after the questionnaires to focus on 
explanation of the gap between the three cases for the questionnaire analysis (i.e. correlations 




In the main study, the six factors were eliminated based on the pilot result such as self-
efficacy, work-life balance, career development plan, etc. Yet. The all items in demographic 
factors e.g. age, gender and race were kept to profile the respondents (See Appendix 7: Factors 
on Three Levels). 
All the items pertaining to the team-related factors were retained since the pilot result did 
not show clear and significant correlations with turnover intention. In the main study, the store 
location was added to shed further light on how team variation influenced turnover intention. 
With regard to the rest of the items, the original questions were used (see Appendix 7: Factors on 
Three Levels). 
46 questions (for XYZ Bakery and forty-five for ABC Café; since ABC Café had no 
team difference, one question regarding the team level was eliminated) were developed to test 
three categories of factors that potentially affect employees’ turnover intentions. The questions 
for each factor were developed based on the questions developed previously by previous 
researchers (see Appendix 4: Pilot Survey Questions). When questions were not available, terms 
and definitions provided in the literature were used to develop the questions.   
Eight questions were developed to investigate individual factors (see Appendix 7: Factors 
on Three Levels). Six questions were developed to measure team factors, such as ‘Co-workers 
are friendly’ (Lee et al., 2012) and ‘My co-workers help me out when things become demanding’ 
(Tews et al., 2013a), and were related to emotional and instrumental team support. Two 
questions were asked to identify the team (for XYZ Bakery only) and the store of the participants 
(Lee and Way, 2010). With regard to the organisational factors, 21 statements were formulated 







4.4. Sample design and details of the data collection process  
4.4.1. Overview 
The targeted samples for the current study were XYZ Bakery, ABC Café and DEF Café 
in Vietnam. At present, XYZ Bakery Vietnam was operating 11 stores in HCMC and other 
locations such as Vung Tau, Nha Trang, Bien Hoa and Hanoi. All staff members working in the 
15 stores and one central production unit were invited to participate in the questionnaire 
(approximately 250 staffs), and 20 randomly selected employees were interviewed. In ABC Café 
Vietnam, there were 10 stores operating in Vietnam at the time of questionnaire and the all staffs 
(approximately 100 staffs) in the stores were invited for participating in the questionnaire and 5 
employees were selected by snowball sampling for an interview. For DEF Café quantitative data, 
a secondary data source was used from the company annual survey and 5 employees will be 
selected by snowball sampling.  
According to previous studies, the response rate varied from 15.5% (Choi and Dickson, 
2009) to 87.5% (Lee & Huang, 2012). In the pilot study, 33.3% of the employees responded to 
the questionnaire. Thus, the current study aimed at a minimum of 30% - 40% response rate. With 
regard to the interviews, a stratified sampling method was used based on different strata (such as 
job category) in order to represent different backgrounds. 
Questionnaire invitations were sent to all the staff by post and SMS message, and the 
staff members participated voluntarily either in the on-line questionnaire or in the postal 
questionnaire to improve the response rate, as it was not realistic to expect a high response rate to 
a postal questionnaire in Vietnam because of the poor public postal service. In addition, 
interviews were conducted outside the workplace or on-line in order to allow the staff members 
to feel comfortable about contributing honest input. 
Conducting interviews on-line method was a relatively new method that has not been 
used widely in professional research. On-line interviews limited the opportunity to build rapport 
with interviewees; thus, this may limit the amount of information obtained. Moreover, the 
participants required to have a certain level of ITC literacy and be willing to engage in 
discussions on-line (Deakin and Wakefield, 2013, McCoyd and Kerson, 2006, Bampton and 
Cowton, 2002), which created difficulties when conducting interviews on-line.   
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However, recent studies showed that the quality of information collected via on-line 
interviews was as reliable as that collected via the traditional face-to-face method (Shapka et al., 
2016, Deakin and Wakefield, 2013) and that the method had advantages for researchers such as 
saving time and costs, and allowing them to cover a wider geographical area (Deakin and 
Wakefield, 2013, McCoyd and Kerson, 2006, Bampton and Cowton, 2002).  
According to the results of the pilot study, all participants preferred an on-line 
questionnaire to a paper-based questionnaire. In addition, the number of internet users in 
Vietnam has increased dramatically in the past decade, from 12.7% to 52.7%, according to the 
World Bank. Moreover, as all the XYZ Bakery stores were located in big cities and the staff 
members were generally young (under the age of 30, according to the pilot questionnaire and the 
HR manager), on-line interviews were chosen for this research. 
All the questionnaire and interviews were conducted in Vietnamese, since the staff 
members have a limited level of English fluency. During the interviews, a Vietnamese interpreter 
accompanied the researcher in order to ask questions and to translate the answers simultaneously, 
while all communications were recorded and then translated into English for analysis.    
DEF Café provided their annual employee questionnaire conducted in 2016 and 5 
employees from ABC Café and DEF Café were conducted for triangulation. The interview 
participants were selected by convenient sampling from the author’s personal network and 
recommended by the participants (snowball sampling). 
The current study was based on case study method which brings an issue of 
generalizability since the sample size was limited and subjective. Yet, Yin (2013) emphasized 
that a case study can be used to develop a broader implication to the population as “analytic 
generalization”.  
Yin (2013) emphasized that findings from a case study could be seen as a laboratory 
experiment that the finding can generalised beyond the experiment (or case) to other cases and 
situations. To generalise the case findings, Yin suggested 1. a logical theory should be proposed 
based on literature, 2. There should be sound arguments – how the findings of case support or 
challenge the proposed theory (Mills et al., 2010). Also, the conclusion could be strengthened if 
there were other cases or situations support the case finding / theory (Mills et al., 2010). 
To adapt ‘analytic generalization’ suggested by Yin, the current study proposed a formal 
theory in Chapter 4 (Section 4.2.5.) based on literature review (Chapter 3) and a pilot study 
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(Chapter 5). The proposed theory was tested and analysed through a case study (XYZ Bakery) 
and argued ‘how’ and ‘why’ the result supports or contradicts the theory based on questionnaires 
and interviews.  Furthermore, to strengthen the generalised theory, two additional cases data 
(ABC Café and DEF Café) were collected and analysed to see if the primary case (XYZ Bakery) 
finding was applicable to other situations. 
   
4.4.2. Procedure 
4.4.2.1. Questionnaire 
On the 5th of March 2017, a managing director of XYZ Bakery Vietnam was contacted in 
order for the author to explain the main questionnaire. The 46 questions were translated into 
Vietnamese by a translator because all the staff members were Vietnamese and did not speak 
English. Following this, the translated questions were uploaded onto www.surveymonkey.com.  
A letter inviting applicants to participate in an on-line survey was also developed and was 
translated into Vietnamese (see Appendix 5). On the 29th of June 2017, 181 invitations to 
participate in the main study questionnaire were sent to all 15 XYZ Bakery Vietnam stores 
across Vietnam, and the staff members began to participate in the survey. 
The letter of invitation also provided an option to participate in the survey via post in the 
event that any of the participants preferred a paper questionnaire.  
To encourage the staff to participate, the letter of invitation promised to donate VND 
50,000 (approximately USD 2.2) per response to UNICEF. In addition, text messages were sent 
to the participants to encourage them to complete the on-line questionnaire.  The on-line survey 
was closed on the 6th of July 2017. 
For ABC Café Vietnam, on the 26th of February 2017, an operations manager at ABC 
Café Vietnam was contacted in order for the author to explain the main questionnaire. The 45 
questions were translated into Vietnamese by a translator because all the staff members were 
Vietnamese and did not speak English. Following this, the translated questions were uploaded 
onto www.surveymonkey.com.  
A letter inviting applicants to participate in an on-line survey was also developed and was 
translated into Vietnamese (see Appendix 5). On the 29th of June 2017, 101 invitations to 
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participate in the main study questionnaire were sent to all 10 ABC Café Vietnam stores across 
Vietnam, and the staff members began to participate in the survey. 
The letter of invitation also provided an option to participate in the survey via post in the 
event that any of the participants preferred a paper questionnaire.  
To encourage the staff to participate, the letter of invitation promised to donate VND 
50,000 (approximately USD 2.2) per response. In addition, text messages were sent to the 
participants to encourage them to complete the on-line questionnaire.  The on-line survey was 
closed on the 6th of July 2017. 
For DEF Café Vietnam, the annual employee survey conducted for the 2016 period was 
provided by DEF Café Vietnam. The questionnaire consisted of 54 questions to cover the 
variables on individual, team and organizational level, yet by different statements (See Appendix 
8: DEF Café Measurement).  
 
4.4.2.2. Interview 
Of the staff members invited to complete the questionnaire, twenty-two staff members 
from XYZ Bakery Vietnam, five staff members from ABC Café Vietnam, and four former staff 
members from DEF Café Vietnam were sampled via the snowballing method and were invited to 
be interviewed. As there was an agreement with DEF Café Vietnam not to interview current staff 
members, former staff members were contacted for the interviews. 
Since the staff members were mainly non-English speakers, a translator first contacted 
the participants by phone call and offered two options for the interview, the first being face-to-
face and the second on-line via instant messaging or e-mail. All the participants requested to be 
interviewed via the on-line communication options. Zalo and Facebook Messenger were used for 
instant messaging. 
The interviews were carried out in two different periods for the three companies. For 
XYZ Bakery Vietnam, the interviews were conducted from the 2nd of April 2016 to the 17th of 
June 2016. For ABE Café and DEF Café Vietnam, the interviews were conducted from the 29th 





4.5. Research Ethics 
The current research followed based on the Heriot-Watt Research Ethic Policy as below: 
4.5.1. Ethical principles 
4.5.1.1. Prevention of harm 
The current research didn’t involve any direct physical experiment. Some of the topics 
covered in questionnaire and interview might be sensitive such as sexual orientation and income 
level. To avoid this being an issue, the questions have been reviewed and approved by the 
supervisor and the director of the firms before the pilot and main study. They were asked as 
open-ended questions, and the researcher notified interviewees that any question during 
interview can be skipped or stopped anytime interviewees require. 
 
4.5.1.2. Informed consent 
Before the pilot and main study, participants were informed about the purpose of the 
research, methods and data confidentiality beforehand. The participants were explained that here 
would be any disadvantage by rejecting or accepting the research invitations. The confidentiality 
of the participants was also clearly communicated with the management of XYZ Bakery and 
ABC Café. 
 
4.5.1.3. Rights of participants 
During the pilot and main study, participants were asked to participate with their freewill 
and was able to withdraw anytime of the interview or questionnaire. For instances, For XYZ 
Bakery, 22 participants were interviewed, yet 9 of them wanted to stop the interview during the 
interview. Thus, the interviews were immediately stopped as the participants required. If any 
participant already finished an interview or questionnaire required to destroy the data, the data 





4.5.1.4. Minimising risk with vulnerable participants 
 The participants might be concerned if their identities could be revealed after 
participation. As there were few people on management levels it’s relatively easier to potentially 
guess their identities even anonymised. 
 The participants’ identities were kept in confidential at all time. No information was 
collected during the interview that possibly identify the participant e.g. name or ID number. The 
confidentiality of the research was clearly communicated to both the management and the 
participants, so they were not able to track down the source of information in the final report. 
Also, the primary data (questionnaire result and interview scripts) were shared with anyone but 
kept in the researcher’s database (protected by passwords) only. 
The protection of identities of participants were clearly communicated with the 
participants and the management of XYZ Bakery and ABC Café before the pilot and main study. 
 
4.5.1.5. Respect for participants 
 The researcher respected participants by using appropriate language and appropriate 
manners based on general and Vietnamese culture before and after interview and questionnaire 
regardless of age, gender, position, race, etc. Different Vietnamese languages were used for 
different age group and positions according to the local culture. This was discussed clearly with 
the translators to ensure respect for all participants.  
For examples, during the interview, polite and formal / polite languages were used in 
Vietnamese language and no offensive word nor threat made during the communication. When 
the participants wouldn’t give further information during the interview, it was not further asked, 
but moved onto the next questions. 
 
4.5.1.6. Confidentiality 
 The current research kept the identity of the case organizations and the participants 
anonymous. The confidential agreement between the researcher, the case organizations and the 
participants were clearly communicated before conducting any interview and questionnaire. The 
83 
 
general manager of DEF Café required to sign on the confidentiality agreement of the provided 
data set to the researcher, thus the researcher signed on the confidentiality agreement. 
 The raw data collected by interview and questionnaire was only kept in the researcher’s 
database (protected by passwords) and shared with the supervisor when it’s necessary. In the 
thesis, no personal and organizational identities was mentioned directly. 
 
4.5.2. Ethical conduct 
4.5.2.1. Reciprocity 
 The current research aimed to understand the reasons for employee turnover in Vietnam 
F&B sector. The findings of the research would contribute to local businesses to lower cost of 




 The current research did not have any sponsorship from the case organizations or 
anywhere else. It was fully independent from the case organizations (XYZ Bakery, ABC Café 
and DEF Café) to protect confidentiality of the participants and to keep neutrality of research 
design, process and result.   
 
4.5.2.3. Specified use of research funding  
 The current research was financed independently by the researcher. No external 
contribution was used.  
 
4.5.2.4. Safe and secure data management  
 Questionnaires were conducted mostly through online (surveymonkey.com) and upon 
participants’ request, there were mail questionnaires. The webserver (surveymonkey.com) was 
only accessible by the researcher (protected by passwords) and the raw data was only saved in 
the researcher’s PCs (protected by passwords). The raw data will be kept in the server and the 
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PCs as long as it’s necessary for the peer review process. The raw data will be deleted after DBA 
Programme. 
 If any participant requires mail questionnaires, the research sent hard-copy through mail 
directly and would be collected in the researcher’s house address to keep the sender’s identity in 
confidential. The hard-copy would be kept in the researcher’s private room at home. Yet, no 
participant required a hard-copy questionnaire. 
 Face-to-face and online interview were used for interview. Online interview was directly 
recorded to digital format (e.g. Microsoft Word) and stored in the researcher’s PC. Face-to-face 
interview would be recorded in recorders (e.g. voice recorder) and then transferred to digital 
documents, but no participant required a face-to-face interview. Yet, no participant required a 
face-to-face interview. All data was password protected in the researcher’s PCs and cloud servers 
(Microsoft OneDrive).  
 The data corrected was only partially shared with the research supervisor through EBS 
Student Web Portal where it’s necessary for supervisory support.  
 
4.5.3. Other ethic issues 
4.5.3.1. Plagiarism 
 The current research aimed to produce authentic contributions to the 
knowledgebase. All previous findings were reviewed through literature review and the works 
were properly cited and referred. No additional research support was provided nor sought except 
the supervisor assigned by Edinburgh Business School.  
 
4.5.3.2. Honesty and integrity 
 The current research finding honestly treated the collected data without any exaggeration 
or manipulation. The raw data and work-in-progress report was continuously reviewed and 





4.5.3.3. Correlations vs. causations  
 The current research concerned both correlations and causations among various variables 
that affects employee turnover intention. To avoid false causations from correlations, a path-
analysis, interviews and two additional cases were conducted. SmartPLS was used to develop a 
path model and the result of the path analysis and interview from the three cases were compared 
and contracted in Result and Discussion Section to validate the causations between dependent 




5. Main Study 
5.1. Questionnaire Result 
5.1.1. Introduction 
Both the pilot and main questionnaire were conducted based on the entire population at 
XYZ Bakery stores in Vietnam using the same measurements and during the same period. 
Accordingly, the two data sets were combined to increase the integrity of the data. In addition, 
the data from the three cases were merged into one data set to measure the factors identified in 
the pilot study. 
Of the 655 employees, 354 (54.0%) responded to the questionnaires; 338 respondents 
(95.4%) completed the questions in full and 16 respondents (4.6%) finished the questionnaires in 
part. No employee requested a hard copy of the questionnaire. 
 
5.1.2. Demography 
Of the respondents, 66.1% were female and 33.9% were male. The gender ratio was 
consistent with the overall population ratio in the three cases (1:2, males to females); 79.3% of 
the respondents were under the age of 25 and 16.8% were between the ages of 26 and 30. 
Furthermore, 96.0% were under the age of 30, and only 4.0% were 31 years’ old or older, while 
86.8% of the respondents were single and 10.3% of them were married, in a domestic 
relationship or civil union. There were more single respondents from ABC Café than there were 













Table 27: Demography A 
Gender Response Count Response Percent 
Female 115 66.1% 
Male 59 33.9% 
Age   
Less than 20 years old 54 15.3% 
20 to 25 years old 225 63.9% 
26 to 30 years old 59 16.8% 
31 to 40 years old 14 4.0% 
Relationship status   
Single 151 86.8% 
Married 14 8.0% 
Widowed 1 0.6% 
Divorced 3 1.7% 
Separated 1 0.6% 
In a domestic relationship or civil union 4 2.3% 
*Detailed description for each case available in Appendix 24 
Of the respondents, 37.4% were from Ho Chi Minh City (HCMC) and most were from 
urban areas (in other words, Ho Chi Minh City and Hanoi – the two biggest cities in Vietnam, 
42.0%). Since more than 90% of the stores from the three case studies were located in HCMC, 
the numbers showed a quite a large percentage of the employees came from other regions to 
work in HCMC. 
The respondents were mainly homogenous with regard to race, with Kinh accounting for 
95.4% and only 3.4% consisting of Chinese-Vietnamese (Hoa). Vietnam consists of 54 ethnic 
groups and Kinh is the major ethnicity (87% of population). However, Kinh dominates major 
cities such as HCMC and Hanoi and the other 53 ethnic minorities – approximately eight million 
people who live in rural area. Thus, the response ratio of Kinh was reasonable to accept for 















Ho Chi Minh city 65 37.4% 
Ha Noi 8 4.6% 
Ba Ria - Vung Tau 12 6.9% 
Tay Ninh 4 2.3% 
Lam Dong 4 2.3% 
Dong Nai 16 9.2% 
Vinh Long 4 2.3% 
Dong Thap 4 2.3% 
Others 57 32.7% 
Race     
Kinh 166 95.4% 
Hoa 6 3.4% 
Thai 1 0.6% 
Tay 1 0.6% 
 
Of the respondents, 97.7% had at least a high school diploma, 29.9% had studied at a 
college / vocational school after high school, and 36.2% had a bachelor’s degree or higher. The 
majority (51.8%) had worked at the company for less than one year and only 23.9% of them had 
worked at the company for longer than two years, while 33.8% of the respondents had 
supervisory or management roles and 66.2% were non-managerial staff members. The majority 




















Secondary school  4 2.3% 
High school/ vocational high school 54 31.0% 
College diploma/ Vocational college 
diploma 
52 29.9% 
Undergraduate degree 63 36.2% 
Post graduate  1 0.6% 
Job role 
  
Manager 37 10.4% 
Supervisor 83 23.4% 
Non-managerial 235 66.2% 
Length of service   
3 months to less than half a year 91 25.6% 
Half a year to less than 1 year 93 26.2% 
1 to less than 2 years 86 24.2% 
2 years or more 85 23.9% 
Shift 
  
Morning 36 20.7% 
Afternoon 0 0.0% 
Night 5 2.9% 
Flexible 133 76.4% 
 
 
5.1.3. Turnover Intention 
According to the questionnaires, 18.9% of the respondents had a high intention of leaving 
their current jobs, 42.6% had a medium turnover intention and 38.5% had a low intention to 
leave. Among the employees with high turnover intention, 34.1% were male and 65.9% were 
female. The majority (81.2%) of the high turnover respondents were 25 years’ old or younger, 
while none them was 31 years’ old or older; 86.4% of them were single and 6.8% were married. 












Low 130 38.5% 
Medium 144 42.6% 
High 64 18.9% 
 
Of the respondents, 45.5% had a high school diploma or vocational education or higher 
education (54.6%). In addition, 45.4% of the respondents had worked at their job for one year or 
less, while 28.1% of them had worked there for longer than two years. 
 
Table 31: Turnover Demography A (High Turnover Intention) 
Gender* Response Count 
Response 
Percent 
Female 29 65.9% 
Male 15 34.1% 
Age     
Less than 20 years old 5 7.8% 
20 to 25 years old 47 73.4% 
26 to 30 years old 12 18.8% 
31 to 40 years old 0 0.0% 
Relationship status*   
Single 38 86.4% 
Married 3 6.8% 
Widowed 1 2.3% 
Divorced 0 0.0% 
Separated 0 0.0% 
In a domestic relationship or civil union 2 4.5% 
Hometown*   
Ho Chi Minh city 16 36.4% 
Dong Nai 4 9.1% 
Ha Noi 3 6.8% 
Ba Ria - Vung Tau 3 6.8% 
Tay Ninh 3 6.8% 
Others 15 34.1% 
Race*   
Kinh 63 98.4% 
Hoa 1 1.6% 
*DEF Café data for Gender, Relationship Status, Hometown, Race are not available. 
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Of the staff members with high turnover intention, 30.1% had a supervisory or 
managerial role in the three organisations and 69.9% were non-managerial staff members. The 
majority of the staff worked flexible shifts.  
 





Secondary school  0 0.0% 
High school/ vocational high school 20 45.5% 
College diploma/ Vocational college 
diploma 15 34.1% 
Undergraduate degree 9 20.5% 
Post graduate  0 0.0% 
Length of service 
  
3 months to less than half a year 9 14.1% 
Half a year to less than 1 year 20 31.3% 
1 to less than 2 years 17 26.6% 
2 years or more 18 28.1% 
Job role 
  
Manager 7 10.9% 
Supervisor 18 28.1% 
Non-managerial 39 60.9% 
Shift*     
Morning 11 25.0% 
Afternoon 0 0.0% 
Night 0 0.0% 
Flexible 33 75.0% 
*DEF Café data for Education Level, Shift are not available. 
 
5.1.4. Correlations Analysis: 
For the main questionnaire, 21 variables were analysed for the correlation analysis. The 
14 variables that were rejected in the pilot study were excluded, but all the variables for the team 
level were included to avoid statistical errors. 
Of the three categories (individual, team and organisational factors), the variables for the 
organisational factors showed the strongest connection to turnover intention, as the 13 variables 
were statistically significant for turnover intention (see Table 33 and Appendix 9). In particular, 
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strong correlations were seen in the work environment (-0.629), communication (-0.623), salary / 
benefit / incentives (-0.641), promotion / development (-0.634), performance appraisal (-0.634) 
and justice (-0.642). On the other hand, only job design / flexibility (-0.464) and ‘customer 
centeredness’ (-0.444) indicated relatively lower correlations. 
 
Table 33: Coefficient Summary 
Turnover Factor Code Category Coefficient 
Job Satisfaction F10 Individual -.678
** 
Justice F34 Organizational -.642
** 
Salary, Benefit, Incentive F30 Organizational -.641
** 
Promotion, Development F31 Organizational -.634
** 
Performance Appraisal F32 Organizational -.634
** 
Work Environment F22 Organizational -.629
** 
Communication  F24 Organizational -.623
** 
Culture / Socialization F25 Organizational -.606
** 
Training F33 Organizational -.595
** 
Organizational Commitment F14 Individual -.588
** 
Management Support F23 Organizational -.584
** 
Ethic F35 Organizational -.558
** 
Intrinsic Motivation F11 Individual 
-.532** 
Job Security F28 Organizational -.520
** 
Job Performance F9 Individual -.512
** 
Subjective Norms F13 Individual .490
** 
Job Design / Flexibility F26 Organizational -.464
** 
Customer Centeredness F36 Organizational -.444
** 
Coworker Emotional Support F19 Team -.402
** 
Relationship Quality F18 Team -.369
** 
Coworker Instrumental Support F20 Team -.323
** 
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 
 
At the individual level, job satisfaction showed the highest level of coefficients (-0.678), 
which was expected, because it indicated that the more satisfied employees tended to have lower 
level of turnover intention. Job satisfaction was the highest coefficient among the 21 independent 
variables.   
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The other factors at the individual level, such as subjective norms (0.490), organisational 
commitment (-0.588), job performance (-0.512) and intrinsic motivation (-0.532) had a 
significant level of correlation with turnover intention. In particular, the strong correlation with 
organisational commitment was consistent with the previous findings.  
Lastly, on the team level, the three factors tested were relationship quality, co-workers’ 
emotional support and co-workers’ instrumental support, and indicated statistical evidence that 
there were correlations with turnover intention, but at relatively weak levels, with -0.369, -0.402 
and -0.323, respectively.  
 
5.1.4.1. Conclusion: 
The correlation analysis indicated that the variables identified in the previous literature 
were mainly confirmed by the current study. In particular, the factors listed under organisational 
level suggested strong statistical evidence that various organisational offers influenced 
employees’ turnover decisions. On the other hand, the turnover variables listed under team level 
did not show strong statistical evidence when compared to organisational and individual level, 
though there was still statistical support. The weaker coefficients for team-related variables also 
suggested a weaker association with turnover intention. 
 
 
5.1.5. Three-Level Analysis 
5.1.5.1. Cronbach’s Alpha: 
Before running a path analysis, Cronbach’s alpha was used to check the internal 
consistencies of the variables at each level (that is, IF, TF and OF). 
The individual level of analysis that consisted of five variables (job satisfaction, 
organisational commitment, intrinsic motivation, and so on) indicated a high level of internal 
consistency (0.675). According to DeVellis (2016) and Kline (2015), a questionnaire is 
considered to be ‘consistent’ if the alpha is 0.7 or higher. Furthermore, no item increased the 
alpha significantly when eliminated (see Appendix 10: Cronbach’s Alpha). Thus, the items 




Table 34: Reliability Statistics 
Factor Level Cronbach's Alpha Cronbach's Alpha Based 
on Standardized Items 
N of Items 
Individual .675 .675 5 
Team .867 .868 3 
Organizational .933 .935 13 
 
With regard to the team level, three organisational-related variables were identified 
(relationship quality, co-workers’ emotional support and co-workers’ instrumental support) as 
potentially significant turnover factors. The result indicated a high internal consistency (0.867) 
with a Cronbach’s alpha of 0.867. No item increased the alpha significantly when eliminated (see 
Appendix 10: Cronbach’s Alpha).  
For the level of organisational analysis, 13 organisationally related variables were 
identified (work environment, management support, communication, and so on) as significant 
turnover factors. The result indicated a high internal consistency according to the Cronbach’s 
alpha. No item increased the alpha significantly when eliminated (see Appendix 10: Cronbach’s 
Alpha).  
Since the items in each level indicated a high level of internal consistency, the data set 
was sufficiently reliable to run a further analysis of the three levels (the individual, team and 
organisational levels).   
  
5.1.5.2. Spearman’s Correlation: 
To understand how the organisation and team-related factors interacted with the 
individual level and each other, a Spearman’s correlation was run for the 21 factors that indicated 
moderate and high levels of correlation coefficients grouped according to four constructs - 











Table 35: Correlations on Three-Level 
 TI IF TF OF 
TI 1.000 -.606** -.397** -.564** 
IF -.606** 1.000 .353** .679** 
TF -.397** .353** 1.000 .256** 
OF -.564** .679** .256** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
All three levels (individual, team and organisation) showed statistically significant 
correlations with turnover intention. The individual level indicated the strongest correlation (-
0.606) with turnover intention and the team factor showed a lower level of prediction (-0.397). 
There were also statistically significant correlations among the three levels. In particular, the 
connection between organisational and individual levels was significantly high (-0.679), while 
there were weaker correlations between TF-IF (0.353) and TF-OF (0.256). 
The coefficients suggested there were correlations among the three levels, as well as 
certain paths proposed by the initial model (Figure 1 and Table 36). In particular, the factors for 
the organisational level had a significant influence on the individual level, causing a significant 
result for HRM’s effectiveness. The coefficients suggested that the impact of the team factor on 
turnover intention is relatively weak for both direct and indirect paths.  
 
Table 36: Coefficients for the Proposed Paths 
Path Coefficient 
Team → Organizational .256** 
Team → Individual .353** 
Organizational → Individual .679** 
Organizational → Turnover intention -.564** 
Team → Turnover intention -.397** 
Individual → Turnover intention -.606** 
**Correlation is significant at the 0.01 level (2-tailed)     






5.1.6. Path Analysis 
A formative measurement model was run in Smart PLS for the current study’s path 
analysis to test the path developed in the initial model (Figure 1). The current study consisted of 
four constructs (IF: individual factor, TF: team factor, OF: organisational factor and TI: turnover 
intention) and twenty-one indicators (turnover factors that were measured via the 
questionnaires). There were casual relationships between the indicators and the constructs, and 
the combination of the indicators explains the constructs. In addition, the constructs were 
consequences of the indicators and the dedicators were not interchangeable. For these reasons,  a 
formative measurement model was appropriate for the current study (Hair Jr et al., 2016). 
 














































5.1.6.1. Evaluation of the Formative Measurement Model 
With regard to a formative measurement model, Hair Jr et al. (2016) suggested three 
possible steps to assess. These are convergent validity, collinearity issues and the significance 
and relevance of the formative indicator. In the current study’s measurement, no global item was 
asked in the questionnaire. For this reason, the convergent validity check was omitted.  
To check Collinearity Issue, the initial path analysis measurement model consisted of 
four constructs (the individual-related factor, team-related factor, organisational-related factor 
and turnover intention) and twenty indicators that were the factors in the three levels and 
turnover intention to measure each construct. Seven indicators were eliminated following the 
previous correlation analysis due to the lack of association with turnover intention. The outer 
variance inflation factor (VIF) score was measured and presented in Appendix 11: Outer VIF 
Values. The table indicates that there were VIF values above five for F31 and F32. However, 
since there was support in the literature for measuring different indicators for promotion 
opportunity (F31) and performance appraisal (F32), these two factors were retained for the 
further path analysis.  
To check Significance and Relevance of the Formative Indicator and to measure the data 
reliability of the PSL path model, bootstrapping was run to measure the significance and 
relevance of the formative indicator. Five thousand random samples were drawn from the 
original data set with replacement and the results were computed in a table (See Appendix 12: 
Outer Weights by Bootstrapping). The t-value results showed that F20, F24, F25, F32, F33, F34, 
F35 and F36 indicated potential issues regarding the significance of the indicators, since the t-
values were lower than 1.96 (at a significance level of 5%; two-tailed test). Hair Jr et al. (2016) 
suggested checking outer loadings when outer weights were not significant. The outer loadings 
were checked for F20, F24, F25, F32, F33, F34, F35 and F36, as the table in Appendix 13: Outer 
Loadings. 
The outer loadings for F20, F24, F25, F32, F33, F34, F35 and F36 were higher than 0.5. 
Hair Jr et al. (2016) suggested that, for outer loadings higher than 0.5, the indicators are 
considered to be important, although not statistically significant. For this reason, the indicators 




To conclude, Internal validity and reliability issues were checked via VIF, outer weight 
and outer loading for the formative model. The analysis of VIF, outer weight and outer loading 




5.1.6.2. Evaluation of The Structural Model 
The results of the path analysis model were measured by different indicators including 
path coefficient, coefficient of determinations (𝑅2), t-value, effect size (𝑓2), predictive relevance 
(𝑄2) and effect size (𝑞2). 
For the Structural Model Path Coefficients, the path coefficients generated by Smart PLS 
indicated that there was a strong path from organisational factors (OF) to individual factors (IF) 
(0.832). Furthermore, there were clear paths from team factors (TF) to organisational factors 
(0.520), individual factors to turnover intention (TI, -0.384) and organisational factors to 
turnover intention (-0.391). However, the causation correlation between team factors and 










Figure 3: T-value for the Paths by Bootstrapping 
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In addition, t-values for the path coefficient showed there was statistical evidence for the 
paths for OF→IF (30.61), OF→TI (4.62), TF→OF (11.19),) and IF→TI (4.50) at a significance 
level = 1% for the two-tailed test. However, there was weak statistical evidence for the TF→IF 
path (1.32) and the TF→TI path (0.248).  
For Coefficient of Determination (𝑹𝟐), according to the 𝑅2 values for OF (0.271), IF 
(0.740) and TI (0.568), IF and TI were predictive for the exogenous latent variable to 
endogenous latent variables. Hair Jr et al. (2016) suggested that 0.25, 0.5 and 0,75 of 𝑅2 values 
indicate weak, moderate and substantial prediction of endogenous latent variables, respectively. 
Accordingly, the R2 of the OF indicated that TF did not have strong predictive power with regard 
to OF. 
In regard to Effect Size  𝒇𝟐, effect size 𝑓2 was measured as shown in the following table. 
 
Table 37: f Square 
  IF OF TF TI 
IF       0.089 
OF 1.939     0.088 
TF 0.008 0.371   0.000 
TI         
 
The result showed that the OF→IF path had a strong impact (1.939) on the model when it 
was omitted. The TF→OF (0.371) path also indicated having a medium-level effect on the model 
(Hair Jr et al., 2016). On the other hand, IF→TI (0.089) and OF→TI (0.088) showed a low level 
of effect on the model, while the TF→IF (0.000) path indicated a very weak impact when it was 
omitted.  
Concerning Blindfolding and Predictive Relevance 𝑸𝟐, an out-of-sample predictive 
measure - 𝑸𝟐 was applied to measure predictive relevance between variables. The 𝑸𝟐 score was 
calculated via a blindfolding procedure (selecting samples based on the omission of every dth 
data point) that was applied to measure the out-of-sample predictive power of the structural 





Table 38: Construct Crossvalidated Redundancy 
  SSO SSE Q² (=1-SSE/SSO) 
IF 1,424.000 823.297 0.422 
OF 4,272.000 3,716.783 0.130 
TF 1,068.000 1,068.000   
TI 356.000 165.727 0.534 
 
When the 𝑄2 score is higher than 0, it suggested that the structural model has predictive 
relevance for a certain endogenous construct (Hair Jr et al., 2016).  The result showed that the all 
constructs (IF, OF and TI) were predictable based on the model, since all the 𝑄2scores were 
above 0.  
In addition, Effect Size 𝒒𝟐was also measured. based on the 𝑄2 values, the relative impact 
of predictive relevance was measured by 𝑞2. The 𝑞2 was calculated manually by running 
blindfolding without each construct, as suggested by Hair Jr et al. (2016). The result is 
summarised as following: 
 
Table 39: Effect Size q Square 
  IF OF TF TI 
IF       0.112 
OF 0.547     0.101 
TF 0.030     -0.015 
 
The 𝑞2 values indicated that OF→IF suggested a high degree of predictive relevance, and 
the OF→TI (0.101) and IF→TI (0.112) paths had a medium level of predictive relevance, while 




The results from the path analysis indicated that there were clear paths for TF → OF, OF 
→ IF, OF → TI and IF → TI. In particular, the path from OF to IF was the strongest among all 
the proposed paths, while the paths for OF → TI and IF → TI were relatively weak. In addition, 
the path analysis results indicated weak statistical evidence for the TF → IF and TF → TI paths.  
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5.1.7. Conclusion for Quantitative Analysis 
The quantitative analyses concluded the predetermined turnover variables from the pilot 
study were mostly valid turnover predictors for the current study as well. However, the variables 
under team level indicated weak associations to the turnover intention. In addition, the path 
analysis suggested the team variables do not directly predict the turnover intention, yet indirectly 
influenced employee turnover through the organizational level. 
 
5.2. Interview Analysis 
To put in context and explore turnover intention, as well as potentially triangulate the 
results of the correlation analysis and the path analysis, semi-structured interviews were 
conducted with twenty-two staff members from XYZ Bakery.  
 
5.2.1. Demography 
In total, 32 staff members participated in the interviews. Of the participants, 35% were 
male and 65% were female, 58.3% were under the age of 24 and no participant was older than 
28, 91.6% were single and were of the Kinh ethnic group.   Most of the interviewees were full-
time employees (86.2%).  Due to the confidentiality agreement with the participants, some basic 







5.2.2. Context, Exploration and Triangulation from Interviews 
5.2.2.1. Direct Paths to Turnover Intention: 
During the interviews, various turnover reasons were mentioned for the three levels as 
follows. The data were sorted and analysed to understand which factors had a direct influence on 
employees’ turnover intentions. 
 
5.2.2.1.1. Salary / Payroll issue 
The interviewees often pointed out that they would leave (or consider leaving) the 
company due to salary issues. For example, Respondent 1 stated that the salary and incentive 
were not very competitive: 
“…my basic salary is just above the state minimum wage (about 154 USD per month). 
This salary is not even enough to cover my living cost. Also, their incentive is almost 
nothing. I may get additional pay for working night shift, but it’s very tiring physically.” 
Some interviewees who did not have clear intentions to remain at or leave their current 
jobs mentioned that they would stay in the job longer if the company were to pay better salaries 
and offer other benefits; as Respondent 10 stated: 
“…I’m not quite sure if I want to get a new job, but I would stay in this job longer if the 
company provides better compensations.” 
Respondent 4 also mentioned that the current salary at XYZ Bakery was lower than it 
was at other major competitors in the market. Accordingly, Respondent 4 noted having seen 
some former staff members resign to take up better offers. 
Some other respondents added that their pay for working overtime was not calculated 
accurately. Respondent 22 explained: 
“…when staffs work overtime, the record reported to the store manager. But, the actual 
salary is not accurate. Sometimes the pay is lower than what I reported, sometimes it is 
even more than reported. This issue has been complained many times, but the 
management didn’t try to bring any clear solution.” 
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5.2.2.1.2. Career Development Plan  
According to Respondent 2, college students often worked as part-time employees in the 
sales team, and they often quit their jobs when it is difficult for them to maintain their study 
schedules or to find a new career that is consistent with their study major. Respondent 9 also 
mentioned: 
“…I intend to work this job until next year since that’s the time I will finish my degree. 
My major is tourism and hospitality, so I would work for hotels or other tourism-related 
jobs after graduation” 
The other respondent added she / he may consider leaving his/her current job to learn 
professional baking skills to develop his/her long-term career. 
 
 
5.2.2.1.3. Management support / relationship quality 
Respondent 9 provided some examples of how she / he felt there was lack of 
management support at the job. Respondent 9 explained: 
“…as a cashier, in our job, time to time we miscalculate the number of cakes and other 
products, so at the end of the day, there are mismatches between stock levels and the 
total sales. In that case, we are responsible for compensating for the loss Sometimes, the 
store manager supports for the compensation, but most of time sales staffs have to cover 
for the loss. Somehow this isn’t fair since actual products were not really lost, but it’s 
just miscalculation.” 
The heavy workload was also pointed out by Respondent 21, as there was no appropriate 
additional staffing of arrangements to reduce the workload, even though the staff had complained 
to the store manager. 
Respondent 12 suggested different points that she / he felt indicated that there was no 
proper management to support to perform the job. Respondent 12 added: 
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“…in some cases, the company or the store manager gives me a heavy workload without 
proper support (staffs, time, scheduling, or resources) and compensation. In addition, if 
I didn’t do the job well without proper support, I even got negative evaluation from 
managers.” 
 During the interviews, most of the respondents showed satisfaction with the relationship 
quality with their colleagues at the peer level. However, as Respondent 12, some respondents 
expressed concern about their supervisory leadership related to management support, which 
reduced job satisfaction and increased the intention to resign from the job.  
 
5.2.2.1.4. Communication 
During the interviews with the 22 participants, they often said they did not really have 
any opportunity to talk to the headquarters directly and that no proper channel had been 
developed for company-wide communication. Communication often occurred via store 
managers, but the amount of information communicated was unsatisfactory, and this was 
mentioned as a turnover reason by Respondent 20: 
“…the headquarters often changes operating policies and procedures, yet we are not 
properly informed. Yet, if we don’t properly conduct our job by following the new 
policies and procedures, we are the ones blamed by the company.”  
Respondent 10 added that the higher level of corporate planning was weak, inconsistent 
and not communicable to the lower level. This created confusion among the store-level 
operations and created higher turnover intentions.  
 
5.2.2.1.5. Training / relationship quality 
Respondent 1 had very low job satisfaction due to the relationship quality and training 
issues. As the participant was a newly recruited baker (having worked for less than three 
months), she / he was still being trained for the job. However, Respondent 1 complained that 
there was no proper training due relationship issues: 
“…in XYZ Bakery, we often get trained through ‘mentoring programme’. The company 
assigned a mentor for me when I was hired, so I learn baking skill from the mentor. Yet, my 
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mentor is not willing to teach me proper skills to do my job. If I ask more question to the mentor, 
he got annoyed and didn’t really give proper lesson for me. For this reason, I even had to learn 
by myself from other friends working in another bakery.” 
This point was also confirmed by Respondent 12, who stated that the relationship quality 
had an impact on the quality of training: 
“…if the baking staff doesn’t maintain a good relationship with the mentor, it’s difficult 
to get proper training. Also, some senior bakers (worked as mentors) are not very 
supportive, but often aggressive to new staffs. This creates ineffective training practices 
in the kitchen.” 
5.2.2.1.6. Performance Appraisal / Justice 
In general, the respondents were not aware of clear performance evaluation standards for 
their jobs. However, some respondents felt that performance evaluation was conducted fairly. 
Respondent 9 explained: 
“…some staffs work harder the others for extensive work responsibilities. Yet, the 
compensation / evaluation doesn’t really reflect the sacrifice (contribution), just pay 
same level of salary. This practice discourages my staffs causing higher employee 
turnover.” 
5.2.2.1.7. Promotion 
The participants mentioned that there were limited promotion opportunities at XYZ 
Bakery. Respondent 9 clarified: 
“…in sales team, non-managerial staffs might be able to be promoted to shift leader or 
store manager. Yet, the opportunities are limited and the additional benefits after 
promotion are not very competitive. Thus, it discourages people from staying in the job 
longer.” 
5.2.2.1.8. Job Stress 
The respondents expressed different reasons for their job stress according to the team in 
which they worked. The staff members in the kitchen team often mentioned that the mentoring 
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relationship or extensive working hours created job stress. On the other hand, the sales team 
often pointed out that pressure from customers and the headquarters caused job stress. For 
example, Respondent 9 stated: 
“…dealing with a lot of customers in a busy store is challenging. There are a lot of 
complaints and demands from customers that put pressure on me. Also, the sales staffs 
need to deliver various reports to the headquarters that puts more job pressure on me.” 
Besides, Respondent 12 mentioned her / his workload was quite heavy compared to her / 
his pay level. She / he wouldn’t mind the high workload as long as the pay is higher to 
compensate her / his job stress.  
 
5.2.2.1.9. Intrinsic motivation 
According to Respondent 10, some staff members just wanted work at XYZ Bakery 
because they enjoyed baking. These people were not really concerned about the salary level and 
other benefits. However, when they felt they had nothing more to learn, they left after only a few 
weeks. Similarly, Respondent 13 stated that he / she often witnessed young staff members 
applying for the baking team due to their passion in baking, and these people were less 
concerned about compensations. He / she added that once they had learnt all the necessary skills, 
they tended to leave after the training period.  
 
5.2.2.1.10. Job satisfaction and Organizational commitment  
During the interviews, the respondents who expressed an intention to leave their jobs 
gave the reasons introduced above. Furthermore, during the communication, they often 
expressed dissatisfaction with their jobs and poor commitment to the company. Further analysis 
of job satisfaction and organisational commitment will be continued in later sections. 
The overall interview results showed that various factors on the three levels were direct 
causes of higher turnover intentions. The following section investigated how the turnover factors 
impacted indirectly on turnover intention. 




5.2.2.1.11. Subjective norm and kinship responsibility  
Respondent 6 commented that her / his parents were important in his/her career decisions, 
and their opinion regarding whether she/he had a good job mattered, although other respondents 
mentioned that other people’s opinions did not influence their career decisions. Respondent 10 
stated that some young staff members had left because their parents had forced them to get new 
jobs. In addition, some respondents who had more financial responsibilities for their families 
expressed more concerns about their salaries. 
 
5.2.2.2. Indirect Paths to Turnover Intention: 
The following qualitative data were collected and analysed to understand the indirect 
reasons that influenced employees’ turnover intentions based on the OF → IF, TF → OF and TF 
→ IF paths. 
 
5.2.2.2.1. Organisational → Individual Factors: 
Job satisfaction was often mentioned during the interviews, and a wide range of reasons 
influencing the level of job satisfaction were suggested. In particular, the participants often 
mentioned salary, other benefits and the workload as reducing the level of job satisfaction. 
With regard to the benefits and compensation, Respondent 3 stated: 
“According to the company policy, insurance and holiday bonus should be provided from 
the company, yet I’m still paying for my insurance and there was no bonus during the 
holiday season. The bonus was based on the store manager’s evaluation rather than 
universal reward. Also, the basic salary is too low for my hard work and the company 
often makes mistake when calculating overtime pay.” 
This comment shows the salary issues originated from the heavy workload and overtime 
pay. The inaccurate pay for overtime work was mentioned again during the interview with 




“… Since Store 7 is a main kitchen providing general products to the other stores, as a 
cashier I have to work extensively to other works for example cutting toast to distribute 
to other stores… yet the number of staffs in the store isn’t enough for the heavy 
workload causing overtime work. However, we didn’t get properly get paid for the 
overtime work.” 
Respondent 14 also made similar comments about inaccurate overtime pay and the heavy 
workload during the national holidays. Respondent 3 and Respondent 6 added that the level of 
incentive based on the monthly target was not satisfactory, and that was not enough for the entry 
level staff to live on since the basic salary was just the legal minimum wage. Respondent 10 and 
Respondent 11 also commented that the salary increase was insignificant and was not linked to 
experience and the contribution to the company, which decreased job satisfaction the longer one 
worked at the job. Respondent 1 also added that, as a worker who had relocated from a rural 
area, she / he felt that the salary was not sufficient to meet living costs. Respondent 1 stated: 
“…I came from the countryside to work in the city, so I need to pay rent and spend more 
on foods compared to the staffs living with their family. So, I feel the current salary isn’t 
really enough for me.”  
Respondent 20 also confirmed that the heavy workload caused low satisfaction, but that 
there was no proper recruitment to cover the additional work. The lack of proper managerial 
support was also mentioned by Respondent 3, who stated that the company was not particularly 
responsive when there were some issues with job contract. Respondent 4 added how the lack of 
communication affected job satisfaction: 
“...I have to make a daily sales report to the headquarters, yet sometimes the 
headquarters asks me to send the same report again. I don’t even know why I have to 
build up the report and the headquarters doesn’t clearly explain me the purpose of the 
daily report.” 
The unclear communication that also occurred regarding performance evaluation was 
another reason for lower job satisfaction. As Respondent 2 pointed out: 
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“…I don’t think performance evaluation is fairly conducted and openly communicated. 
It’s hard to know why someone gets more bonus and promoted on what standards…I 
also cannot really talk to the higher-level managers when I have some issues.” 
Respondent 20 stated that the lack of clear communication from the headquarters 
originated from the lack of coordination among senior executives. Accordingly, corporate 
planning and goals were not consistent and were confusing for the lower levels.  
Respondent 7 added that performance evaluation was usually informal and was 
conducted via face-to-face conversations, although some other respondents said they received 
their evaluations via email. Overall, the respondents often commented that the performance 
evaluation was not standardised or fair, which also decreased job satisfaction.  
Furthermore, the respondents often commented that how promotion decisions were made 
and the standards that were applied were unclear. Moreover, the staff members did not really see 
any clear paths to promotion to a higher level.  
Some respondents stated the importance of management support to provide a flexible 
working schedule. Respondent 9 commented: 
“…the company arranges my working hours based on my class schedule. For this 
reason, I don’t experience pressure in my work and study.” 
Since there were more student part-timers in sales team, the support for flexible working 
hour was often mentioned as a satisfying factor, while the kitchen team had more negative 
comments about their work-life balance due to the heavy workload.  
Some other respondents explained that the poor working condition, such as the heavy 
workload and insufficient salary did not encourage them to recommend their jobs to family 
members or friends.  Respondent 2 complained that the heavy workload did not allow him to 
maintain his personal life because he had to work 10 or more hours per day. Respondent 9 added: 
“…the heavy workload makes me tired and even influences my health. I don’t think I can 
maintain good health if I work for a long term in this job.” 
Respondent 9 added that there should be more recruitment of staff members who had 
resigned, but that the store manager did not recruit new staffs actively, which caused a higher 
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workload and less job satisfaction. P3 also pointed out understaffing as an unsatisfactory issue. 
Respondent 16 commented: 
“…these days my colleague and I got very upset with the store manager. Since there were 
staffs who are resigned, there should be new hiring, but the store manager didn’t get 
new staffs to replace the new kitchen staffs. For this reason, sales staffs had to do for 
kitchen work e.g. topping ingredient for cake and bread… Now the workload is doubled 
compared to few weeks ago causing high level of dissatisfaction to the staffs” 
Respondent 21 also pointed out that the heavy workload was particularly high at PXL 
branch because the branch ran a central kitchen to produce products for other stores. However, 
even if new staff members were hired, the ineffective training practice did not help to reduce the 
workload immediately. Respondent 21 stated: 
“…the sales staffs don’t get any formal training before assignment to a store. The 
training is informal and learned through daily experience. Yet, the store managers and 
senior staffs are quite busy and the overloaded with work, so there is no enough time to 
give proper training to the new staffs. Thus, the new staffs don’t really reduce our 
works, but somehow increases more duties and stress.”  
In addition, the job stress was increased due to the lack of coordination between the store 
and the headquarters, since the confusion caused more repetitive work and other problems, as 
Respondent 9 stated.  
Furthermore, some respondents mentioned that the job itself could impact on intrinsic 
motivation. Respondent 22 commented: 
“…I like baking, so the job itself motivates me to work hard without any stress.” 
This comment showed the job itself (job quality and design) could increase intrinsic 
motivation, which then influenced turnover intention. In addition, some respondents expressed 
boredom with the current job due to the repetitive tasks. Respondent 5 stated: 
“…I don’t feel any difficulty in my job, but what I do every day is the same and repetitive. 
It’s simply just all about selling cakes and bread in the store. So, when I work here for long time, 
it’s getting boring…” 
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On the other hand, Respondent 2 who worked in a store manager position, stated: 
“…. what I like about my job is that I develop new recipes for new beverages. It’s 
interesting and fun for me.” 
Respondent 18, another store manager, also commented that she / he enjoyed the job due 
to having varied and challenging tasks. However, since Respondent 5 worked in a non-
managerial position, the daily tasks were more repetitive, while the store manager was involved 
in more creative tasks that influenced the level of job satisfaction. Respondent 9 added that 
repetitive jobs without proper breaks caused some long-term employees to suffer from health 
issues. In addition, the interviewees from the sales team often complained about their extensive 
responsibility for kitchen work, which they felt was unfair and a cause of stress. Respondent 21 
commented: 
“When bread and cake come from kitchen, I usually cut them and pack them for display. 
This is not what I’m paid for, but I do it to help kitchen staffs. Yet, this effort is not 
recognised and rewarded by the company.” 
Besides, Respondent 20 commented that HR was not functioning properly. HR hired 
incompetent and inappropriate staff members, thus causing higher employee turnover after they 
completed their training in the kitchen team. As a trainer and supervisor, she/he felt that this 
practice created more job stress and decreased job satisfaction. 
 
5.2.2.2.2. Team → Organizational factors: 
During the interview, Respondent 1 explained that the relationship quality in her / his 
team was not good. He/ she stated that the lack of connection with team member created two 
issues, namely training and communication. Respondent 1 commented: 
“…people in my team don’t really talk to me nicely. When I asked questions about 
baking, they don’t really properly answer nor try to help me. So, it’s difficult to talk to 
them and get proper knowledge in my job.” 
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Respondent 19 added that the good relationship with team members and good support 
allowed them to reduce job stress since the heavy workload could be reduced via the team’s 
support.  
In addition, some respondents stated how store managers could create a better working 
environment. Respondent 9 stated: 
“….my manager is very sensitive and flexible. She / he knows how to talk to other staffs 
with respect and fairness. This creates a positive work atmosphere and working relationship in 
my store.” 
Furthermore, Respondent 11 mentioned that the good relationship with store staff 
eventually helped him / her to get better support for various issues. In fact, most of the 
participants expressed satisfaction with the relationship quality and how this helped them to 
perform better in their jobs. However, others (such as Respondent 12) complained about the 
inability of the store manager to maintain a positive relationship, which decreased job 
satisfaction. Respondent 14 added that incompetent store managers did not provide proper 
support for the store staff, which created a negative work environment.  
 
 
5.2.2.2.3. Team → Individual Factors: 
The participants were generally satisfied with their relationships with colleagues, 
although there were some negative comments about the store managers. Respondent 15 stated: 
 “I like working here because my colleagues and store manager are friendly and 
supportive. So, I don’t get much stress from my job, so I feel comfortable in my job.” 
On the other hand, Respondent 9 experienced pressure from a store manager. She / he 
commented: 
“… the new manager is quite easy, doesn’t require many things from staffs and she / he is 
a good listener for our concerns. Yet, the previous manager was very strict, always 
wanted us to follow exact rules and policies, not flexible at all. So, it used to be very 
stressful and unsatisfactory.” 
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Respondent 3 also mentioned that the store manager did not really provide proper support 
for the staff, which did not make him/her feel comfortable to perform his/her job. Respondent 3 
stated: 
“…for example, some staffs need to get a new contract since their job contract expired. 
But, the store manager didn’t really pay attention to issue and delay the procedure to get a new 
contract. When we complained about it, she / he often just ignored or didn’t try to find any 
proper solution.” 
On the other hand, Respondent 4 commented that she / he was satisfied with the open 
communication with the store manager and her / his appropriate support in the store.  
According to Respondent 9, staff members in the kitchen team tended to be less satisfied 
with the salary level since the kitchen staff were usually married and needed to support their 
families, while the sales team were usually younger and single, without financial responsibility 
for their families. Thus, the kitchen team staff tended to seek more secure jobs with higher 
salaries, which affected job satisfaction and organisational commitment.  
 
5.2.2.3. Conclusion: 
The interview data suggested that various factors on the three different levels impacted 
on employees’ turnover intentions. In particular, the interviewees emphasised the impact of 
organisational factors that influenced their career decisions directly and indirectly. The current 
study highlighted compensation as a turnover factor during the interviews, but there were also 
other organisational reasons that mitigated the impact of compensation such as the work 
environment, communication and promotion opportunities.  
The interview analysis also explained how team-related factors may have influenced 
turnover intention through organisational factors or individual factors. However, since the 
interviewees were almost universally satisfied with their relationship quality, it would not be 





5.3. Context, Exploration and Triangulation through Cross-Case Analysis 
In this section, the results of the three cases were compared and contrasted to assess 
variations among the cases. Firstly, categorical data for the team level was analysed using the 
Kruskal-Wallis H Test. Correlation coefficients and path-analysis will then be compared for the 
statistical analysis. Lastly, interviews with employees at the two case studies (ABC Café and 
DEF Café) were analysed to compare them to the main case (XYZ Bakery) for the qualitative 
analysis. 
 
5.3.1. Categorical Data Comparison  
With regard to the team-related factors, the Kruskal-Wallis H test was conducted for 
different teams (for XYZ Bakery) and different store locations (XYZ Bakery, ABC Café and 
DEF Café). The following results were generated for the three cases. 
 
5.3.1.1. Kruskal Wallis H Test Result 
The results (See Appendix 15: Kruskal Wallis H Test Result) from XYZ Bakery and DEF 
Café support the fact that team-related factors influenced employee turnover intentions, such as 
different teams (baking or sales teams) or different store locations. For example, the staff in 
baking team indicated a higher turnover intention, while the staff at the Cong Hoa and Saigon 
Centre branches showed higher turnover intentions at XYZ Bakery. However, the ABC Café did 




5.3.2. Correlations Comparison 
The results of the correlation coefficients were compared among the three cases in the 
table (Appendix 16: Correlations Comparison). The comparison table shows that DEF Café 
supported all the nineteen factors tested. Overall, the coefficients from the DEF Café were 
relatively stronger than were those of XYZ Bakery and ABC Café, particularly with regard to job 
satisfaction, intrinsic motivation, relationship quality, co-workers’ emotional / instrumental 
support, work environment, promotion / development, performance appraisal and training.  
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On the individual level, there were weak associations for job performance and subjective 
norms that were confirmed in the other cases. With regard to team level, XYZ Bakery and ABC 
Café did not provide strong statistical evidence, while only relationship quality was confirmed 
for the ABC Café. In terms of the organisational level, ABC Café showed weaker correlations 
for the factors. In particular, culture / socialisation, job design / flexibility and training were 
rejected as having a significant association with turnover intention. (See the full correlation 
coefficient tables for XYZ Bakery, ABC Café and DEF Café in Appendix 17, 18 and 19) 
 
 
5.3.3. Path analysis comparison 
With regard to the path analysis comparison, path coefficients, t-values and the 
coefficient of determination (𝑅2) were summarised for the table (Appendix 20: Path Analysis 
Result Comparison and 21: 𝑅2 Comparison): 
The comparison tables suggested that the overall findings were consistent among the 
three cases except for the paths from OF → IT and IF → TI. For XYZ Bakery and ABC Café, 
the path from OF to TI was strongly supported by Smart PLS (-0.483 and -0.538 of path 
coefficient, respectively). However, the path from OF → TI was rejected in the DEF Café case, 
which showed that organisational factors such as salary and promotion did not have a direct 
influence on turnover intentions, but that these were expressed indirectly by the OF → IF (0.951) 
and IF → TI (-0.706) paths, which contracts the findings from XYZ Bakery and ABC Café s that 
had a slightly weaker path from IF to TI. 
 
5.3.4. Interview comparison  
For comparison with the main case interview (XYZ Bakery), 10 additional interviews 
were conducted at the ABC Café and the DEF Café s - five participants from each (See 
Appendix 22: Interviewee Demography). In this section, the key differences in the additional two 
cases were highlighted and summarised.
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5.3.4.1. ABC Café  
5.3.4.1.1. Promotion opportunity and personal development plan: 
The participants from ABC Café saw limited long-term career opportunities that 
decreased their commitment to the job in the long term. In fact, at the time of writing, all non-
managerial staff members were student / part-timers (approximately 80 to 90%), and only a few 
full-time staff members were working as supervisors and store managers. Respondent 28 stated: 
“…my job is fine and satisfied with what I’m doing and offer, yet I don’t wish to work 
here for long term since my main interest is customer relationship rather than store 
management. I don’t really see there is any good chances to develop my interest in this 
firm, I would get a new job that will help me to develop my career in customer 
relationship management.”  
Respondent 28 stated the possible disconnect between job satisfaction and organisational 
commitment for in the long term with regard to personal development. Respondent 28 added 
ABC Café was currently operating on a smaller scale when compared to other countries. For this 
reason, the horizontal and vertical differentiation in the organisation was limited, which indicated 
limited promotion opportunities in the long term.  
 
5.3.4.1.2. Training, job quality and design:  
Compared to XYZ Bakery, the interviews showed that less formal training was given to 
new staff members. Respondent 28 commented: 
“…at the beginning, we get a short orientation about the company history and basic 
policies. After that, the main skills are taught in the assigned store by the store manager, 
supervisor and other senior staffs. Since the job is simple as selling products to 
customers, the training doesn’t take a lot of effort and time.” 
As mentioned, jobs requiring fewer skills decreased the demand for training in the firm. 
In addition, respondent 31 explained how this influences job performance and appraisal: 
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“…since the job is simple and easy once familiar with it, I don’t really see if anyone feels 
our job is difficult to do, not only in our eyes, but also in the manager’s evaluation. 
Thus, I haven’t really see anyone got fired or got negative feedback from the 
management.” 
 
5.3.4.1.3. Work environment and job stress: 
The participants frequently expressed feeling satisfied with their jobs at the time of the 
interviews as the work environment was satisfactory. Respondent 28 commented: 
“…this is my first job after graduated from college that has given me a lot of meaningful 
job experience and lesson. Also, the work environment here is quite good that 
encouraged me to work here for three years.” 
Respondent 31 also expressed satisfaction with the work environment as the facilities and 
equipment were modern and the staffs were supported well by the management.  
Compared to XYZ Bakery, the participants from ABC Café experienced fewer issues 
with job stress. The reason might have been related to the job quality and the overall workload. 
Respondent 32 stated: 
“…commonly two-three staffs work in the same shifts, but sometimes I work alone on a 
shift since the store is not crowded and few customers visit during the shift. The job is 
simple and straightforward, so I don’t usually experience pressure on my job.” 
 
5.3.4.1.4. Culture and Socialization: 
According to the participants, ABC Café did not support social events for staff members, 
such as birthdays and company dinners. Respondent 28 commented: 
“We usually hang out after work for a movie or food, but the company does not support 
for our social bonding. Also, since the most of staffs are part-timers, it’s hard to 
socialise frequently for their other commitment.” 
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He / she added that, since the size of the team for each shift was small (two to three staff 
members per shift, although she/he sometimes worked alone), there was limited contact with 
other staff members in the organisation, particularly with those in the other stores. 
 
5.3.4.1.5. Salary / compensation 
Respondent 28 and 29 stated the level of compensation are satisfactory. Respondent 28 
added her / his salary might be not very competent, but as a student, it was satisfactory as she / 
he still gain meaningful job experiences.  
 
 
5.4.3.2. DEF Café  
5.4.3.2.1. Personal development, Store location and Work environment: 
The staff members at the DEF Café were usually college students or young people 
starting their first job at DEF Café with a focus on long-term career development. Respondent 23 
stated: 
“…most of the staffs in my store were all college students working for part-time. They 
work for DEF to gain working experience during the college time that help them to 
develop a better career for the future. Since my background is hospitality management, I 
also felt it’s good to gain work experience in DEF.” 
Respondent 25 added the young people/ college students often preferred working in the 
downtown area because the work environment in the stores was more dynamic and there were 
more opportunities to practice their English. Respondent 25 commented: 
“…I like working in downtown since I have more chances to meet foreign customers that 
help me to practice my English… I like the dynamic culture in the stores, though there 
are more customers to serve.” 
In addition, Respondent 24 explained that the store managers and supervisors received 
incentives based on the targets set by the headquarters. Although the targets would be different 
for each store based on the demand of the location, the supervisors and managers often preferred 
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stores located in the downtown area that bring more opportunities for incentives and more 
dynamic working experiences. In fact, all the respondents who had resigned from DEF Café 
expressed the intention to return to the DEF Café on completion of their studies since their work 
experiences were extremely enjoyable and worthwhile for their careers. 
 
5.4.3.2.2. Work-life balance: 
Since students often contributed to the DEF Café’s workforce, they often encountered 
issues with the work-life balance. Respondent 26 said: 
“I quit DEF since I also had commitment to my family business and my study for 
bachelor’s program. So, I couldn’t really manage my time to do the all tasks.” 
However, Respondent 23 stated that the store manager was usually concerned about the 
class schedule for the part-time workers and gave them flexible work shifts in line with their 
study schedules, which helped them to balance work and studies.  
 
5.4.3.2.3. Relationship quality, culture and supervisory support: 
The respondents from DEF Café expressed a very high level of satisfaction with their 
relationships with peers and supervisory leaders. Respondent 23 stated: 
“…people working there are quite friendly and willing to help each other. Mostly staffs 
are from similar age group and college students that lowered barriers to communicate 
in the job.” 
Respondent 25 added the positive relationship with supervisors was particularly helpful 
for new staff members since the new staff members needed more support during on-the-job 
training. Respondent 24 stated that the headquarters was active in organising and supporting 
social events for each store, thus promoting strong bonds among the staff members and boosting 






5.4.3.2.4. Training, Job quality / design and customer centeredness: 
According to the respondents, DEF Café set higher standards for the quality of the staff’s 
customer service with regard to making drinks and serving customers through communication. 
Respondent 27 highlighted the standardisation effort of DEF Café’s management to provide 
high-quality service, even though the tasks that DEF Café’s staff performed were not very 
different from those at ABC Café.  Thus, DEF Café provided a higher standard of training with 
concentrated hours even before assigning staff members to a store. Respondent 25 stated: 
“…the training centre is located in the city, so the new staffs now get training for few 
weeks before they start working in the store. After getting some basic skills, the new 
staffs are assigned to a store, but still get regular training in the training centre while 
working in the assigned store. The training session is quite demanding and somehow 
stressful compared to working in the store. Yet, it gives very useful skills and knowledge 
that actually help me to do my job.” 
Respondent 24 added that the training increased knowledge about customer centeredness, 
which improved the performance of the staff: 
“…during the training session, the company provides two to three modules to teach new 
staffs about customer behaviour and scenario that help us to understand how to handle 
various issues in store… since most of the staffs are college students or young, they 
don’t have a lot of experience in any kind of situation to handle customers, so the 
training in customer help us to understand the importance of customer and how to serve 
them properly that improves the way we conduct our job daily.” 
 
5.4.3.2.5. Management support and Communication: 
The participants from DEF Café frequently expressed satisfaction with the support from 
the headquarters. Furthermore, the communication between stores and headquarter was effective 
and supportive for solving various work issues. Respondent 24 stated: 
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“…as a supervisor, we used to work overtime for documentation and it gave us more 
pressure every day. This issue had been reported to higher level and in few weeks, a new 
IT system was implemented that reduced time for documentation that let us finish work 
earlier.” 
Furthermore, the headquarters also conducted regular employee surveys to listen to their 
employees and genuine improvement was witnessed by Respondent 24, who had worked at DEF 
Café for four years. 
 
5.4.3.2.6. Performance appraisal and justice: 
Respondent 24 stated that the performance appraisal at DEF Café was very formal and 
transparent. According to respondent 24, various forms were used to evaluate staff and the 
results were communicated openly in order to improve and reward performances. However, 
Respondent 24 also commented that the performance report seemed to be biased and unfair, 
stating: 
“I feel the performance result can be subjective based on the store manager’s view and I 
feel it’s not fair when less competent staffs get promoted faster than me.” 
 
5.4.3.2.7. Job quality / design: 
Respondent 25 explained that DEF Café required high standards from the staff members 
with regard to delivering consistent and professional customer service. Respondent 25 stated: 
“…the job sounds simple as just selling drinks and serving some desserts, but we need to 
follow exact procedure and standards for every step to make products and deliver 







5.4.3.2.8. Promotion Opportunities: 
In long-term, Respondent 24 explained that there is a clear career path she / he can 
develop in DEF Café either through front-office or back-office. The Respondent was considering 
to apply for the back-office job such as marketing and PR team since she was more interested in 
the career path. She / he was aware of there are possibilities of developing their long-term career 
in DEF Café in different paths and options.  
 
5.4.3.2.9. Ethic: 
None of the respondents was particularly concerned about ethical operations when 
making job decisions. However, since the participants were students or college graduates, they 
were clearly aware of ethical issue related to DEF Café. Since DEF Café was active in 
developing societal marketing efforts in its operations, Respondent 23 and 24 were clearly aware 
of these efforts and were properly informed about them during the training session. Nonetheless, 
they were not particularly concerned about the ethical operation when making their job 
decisions.  
 
5.4.3.2.10. Salary / compensation 
Respondent 24 mentioned that the level of salary is not as high as she / he expected 
before working in the firm. Since the firm provides a professional working environment with 
training program, she / he didn’t mind much about the level of salary. On the other hand, 
Respondent 23 and 25 expressed satisfaction on the salary since they were working for part-time 




The overall comparison suggested that strong organisational offers weakened the path 
from OF to TI at DEF Café, yet strengthened the path for OF → IF and IF → TI at XYZ Bakery 
and ABC Café. In addition, the cross-case analysis suggested that the different job design / 
quality influenced the impact of job performance, training and performance appraisal in that the 
more complicated job design (at XYZ Bakery and DEF Café) required a higher level of skills 
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and training that differentiated the level of job performance and performance appraisal, while the 
simpler jobs at ABC Café indicated weaker links of job performance, training and performance 
appraisal with turnover intention. At XYZ Bakery and DEF Café, since the staff members 
received more professional training from the organisations, there was clearer awareness of 
customer centeredness that was more strongly associated with employee turnover.  The extensive 
training programme at the DEF Café also proved that this increased the effect of the team level 
→ organisational level path.  
The cross-case analysis also showed that different individual backgrounds moderated 
impact of subjective norms and promotion, since more committed and older age groups worked 
at XYZ Bakery, which caused them to be more concerned about their families and promotion 
opportunities, while the short-term staff members at ABC Café were less concerned about 
subjective norms and promotion opportunities. 
Lastly, ABC Café did not have strong statistical support for communication and 
socialisation, since each team / store consisted of a small number of staff members and small 
shift sizes that limited close bonding and communication because there was also poor 
organisational support for the staff’s socialisation efforts. Furthermore, the most of staff 
members at the ABC Café were students who were employed part time; thus, they were less 
committed to work than they were to their personal lives, which decreased participation in 
organisational communication and social activities.  












The current research paper aimed to evaluate the effectiveness of HRM in Vietnam by 
measuring and explaining employees’ turnover intentions in Vietnam’s food and beverage 
(F&B) sector. The study had four objectives: 
- To identify the levels and causes of employees’ turnover intentions in the companies in 
the case studies in the food and beverage industry in Vietnam. 
- To analyse the paths among individual, team and organisational levels that shape 
employees’ turnover intentions in the food and beverage industry in Vietnam. 
- To explore the personal experiences of employees and better understand their turnover 
intentions and experiences of HRM in the companies in the case studies.  
- To generalise from the cases and the sector to identify themes and future concerns for 
HRM in Vietnam 
The conclusion of the study is that the initial framework for understanding the 
correlations between different levels, derived from the literature, should be revised (see Figure 4) 
to show that OF-IF is the key, with other factors aligned around that. 
The following sections discuss how the data collected from the study addressed the 
research objectives. In Sections 9.1 and 9.2, a wide range of direct and indirect turnover factors 
are discussed for Research Objectives 1, 2 and 3. In Section 9.3, the findings from the employee 
turnover factors are generalised and implications for HRM’s effectiveness in Vietnam with 
regard to employee resources, training and development, performance evaluation and motivation, 


































































6.1. Summary of Key Findings 
In the current study, the pilot study identified the key variables to test the correlations and 
a basic path analysis made for the path model on the three levels - individual, team and 
organizational. After eliminating some irrelevant variables (e.g. work-life balance and career 
development plan), the main study (XYZ bakery) were proceed with the two additional cases 
(ABC Cafe and DEF Cafe). The key findings of associations and path analyses are summarized 
in Table 40. 
The most prominent finding of the main study is the impact of organizational factors on 
employee turnover intention. A wide range of dependent variable on organizational level are 
confirmed to be employee turnover factors through the correlation analysis and the path analysis. 
Especially, salary, management support and work environment predict turnover intention 
consistently on the three cases, but also other organizational factors such as training and 
promotion opportunity are also confirmed as turnover predictor, though there are some 
deviations on the strength of the predictive power. In addition, the impact of organizational 
factors might either be direct or indirect depending on the case organization.  
Individual factors are partially supported in the main study. The factors universally 
supported by the three cases are only job satisfaction, organizational commitment and intrinsic 
motivation. Other factors are weak or partially supported by the cases. Yet, job satisfaction and 
organizational commitment are confirmed as the most reliable predictors of employee turnover 
as the previous literature concluded. Yet, the reliability of the prediction between job satisfaction 
and organizational commitment would be different in the cases. 
In team level, team factors don’t have enough evidence to be an employee turnover 
factor. Although, DEF Cafe showed relatively strong correlations with turnover intention, the 
path analysis also rejected the TF → IF and TF → TI path.  





Table 40: Summary of Key Findings 
Research Question & Objective Finding 
Research Objective 1:  
To identify the levels and causes of employees’ 
turnover intention in case study companies in 
the food and beverage industry in Vietnam. 
- Turnover antecedents on Individual level: 
o Job satisfaction, organizational commitment, intrinsic motivation, job performance, subjective norm 
- Turnover antecedents on team level: 
o Coworker emotional support, relationship quality, coworker instrumental support (inverse relationship) 
- Turnover antecedents on organizational level: 
o Justice, salary / benefit / incentive, promotion / development, performance appraisal, work environment, 
communication, culture / socialization, training, management support, ethics, job security, job design / 
flexibility, customer centeredness 
Research Objective 2:  
To analyse the paths among individual, team 
and organizational level that shape employees’ 
turnover intentions in the food and beverage 
industry in Vietnam. 
- The paths identified in the initial model (Figure 1) are accepted except Team → Individual Path and Team level → 
Turnover Intention Path (see Figure 5). 
- Organizational → Turnover Intention and Organizational → Individual → Turnover Intention path are confirmed as 
Turnover Paths. 
- When Organizational → Turnover Intention path is weaker, the Organizational → Individual → Turnover Intention 
path is stronger in DEF café case (See Appendix 20). 
Research Objective 3:  
To explore the personal experiences of 
employees and better understand their turnover 
intentions and experiences of HRM in the case 
study companies 
- Employee resource 
o Lack of vertical communication causes ineffective staffing. 
o Job satisfaction and organizational communicate are two indicators to predict demand of employees, the 
predictability would be influenced by effectiveness of the organizational offerings. 
o Job complexity and demography should be concerned in staffing decisions. 
o Employee referral could be an effective staffing source. 
- Training and development 
o Effective training not only lowers employee turnover, but also decreases the impact of salary on turnover 
and improve work motivation as well as attracting young employees. 
- Performance management & motivation 




o Fair / ethical performance evaluation and reward improve work motivation. 
- Employer / employee relationship 
o Lack of open communication with the top management may cause potential issue with employer / employee 
relationship. 
Research Objective 4:  
To generalise from the cases and the sector to 
identify themes and concerns in the future for 
HRM in Vietnam 
- The fast-changing socio-economic environment in Vietnam creates the unique labour market condition. 
- The rapid industrialization and urbanization cause the issues of skills (e.g. training and development) and life quality 
(e.g. salary, work environment) that employees concern in their job decisions. 
Research Question 1:  
What are the variables that predict employee 
turnover in Vietnam F&B Sector? 
- The overall findings of turnover variables are consistent with the previous literature developed by the Western 
researchers. 
- Yet, the factors on the organizational level indicate stronger predictability to employee turnover while the factors on 
team level suggest weak predictability. 
Research Question 2:  
How are the variables associated to predict the 
employee turnover? 
- The path analysis suggests positive work relationships influence employee turnover indirectly through organizational 
factors such as improving training quality by higher relationship quality.  
- Effective organizational offerings such as salary and promotion can either directly influences employee turnover or 
indirectly through individual factors such as job satisfaction and organizational commitment.  
Research Question 3:  
What does the study of turnover intention show 
us about the effectiveness of HRM in Vietnam 
F&B Sector? 
- Investing in the organizational factors would lower cost of employee turnover. 
- It’s necessary to re-evaluate efficient salary level to maximize organizational performance.  
- There should be systematic and continuous studies on work motivation factors of the dynamic labour participants. 
- Job satisfaction and organizational commitment should be used as predictors of employee turnover for better HR 
planning. 






6.2. Reasons for Employee Turnover in Vietnam F&B Sector 
6.2.1. Individual Level 
Throughout the current study, a set of variables that predict employee turnover are 
identified, tested and explained. The current study partially supports the predicted individual 
reasons for the turnover intention and possible explanations of this can be advanced based on the 
study. 
 
6.2.1.1. Job Satisfaction and Organizational Commitment 
According to the current study, job satisfaction, organisational commitment and intrinsic 
motivation are the most influential factors affecting employees’ turnover intentions.  In 
particular, job satisfaction and organisational commitment are indicators that predicted turnover 
intention. This finding is consistent with the previous literature; for example, Zhou and He 
(2014), Jang and George (2012), Yang (2010) and Choi (2006). Although a wide range of 
literature confirmed job satisfaction and organisational commitment as turnover indicators, the 
degree of influences and the path(s) to turnover intention was not agreed. The current study 
suggest that both factors are strong indictors, but that job satisfaction has a stronger association 
with turnover intention, as the merged data (-0.678), ABC Café (-0.619) and DEF Café (-0.737) 
indicated a higher correlation with job satisfaction than with organisational commitment, though 
the higher job satisfaction may not increase organizational commitment for the younger age 
group (college students) for the limited long-term career perspective (Respondent 9, page 106; 
Respondent 28, page 119)  
 
6.2.1.2. Intrinsic Motivations 
Based on the results for XYZ Bakery and ABC Café, intrinsic motivation has a relatively 
weak association with turnover intention (-0.285 and -0.310, respectively, Appendix 23: 
Comparison Table) while DEF Café’s data suggests a higher level of correlation (-0.665), which 
is confirmed consistently in the three cases and in the merged data (-0.532). The weak effect of 
intrinsic motivation on turnover intention is supported by Kim and Jogaratnam (2010). During 
the interviews, the participants mentioned ‘career development (Respondent 10 and 13, page 
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109)’, ‘family (Respondent 10, page 110)’, and ‘relationship quality (page 106)’ as important 
internal values.  
The importance of family and relationship quality was mentioned previously in Lam et al. 
(2002) research, in that Chinese culture developed such intrinsic values for internal motivation. 
In fact, Vietnamese culture is influenced extensively by Confucian values since the collapse of 
the socialist economic system (Knodel et al., 2004), and these values emphasise relationships and 
family.  
In addition to the Confucian values, the higher level of correlation to the career 
development in the DEF Café case implies that the younger employees are more motivated when 
their current jobs are aligned with their future careers and the work environment is professional, 
thus providing meaningful experience for future careers.  
With regard to subjective norms, the XYZ Bakery data confirms that staff members’ 
turnover decisions were influenced by others’ subjective views of the job (-0.490). However, 
there is disagreement between the staff at XYZ Bakery and ABC Café (0.568 and 0.245, 
respectively, Appendix 23). This can be explained by the backgrounds of the staff members. The 
staff members at ABC Café are mainly college students and part-time workers (Respondent 28, 
page 121). During the interviews, the participants explained that they do not intend to work at the 
job in the long term, stating that they only intend to work there for the short to medium term to 
gain work experience while attending college. On the other hand, the staff members at XYZ 
Bakery, particularly in the kitchen team, are generally older, married, full-time employees with 
greater long-term commitment to the job (see Appendix 24-1: Demography).  
 
6.2.1.3. Job Performance 
Although the merged data confirms that higher job performance reduced turnover 
intention (-0.512, Appendix 23) consistent with Pizam and Thornburg (2000), there is also 
disagreement regarding job performance among the three cases. Data from XYZ Bakery and 
DEF Café confirms there is a moderate level of association between job performance and 
turnover intention (-0.304 and -0.464, respectively), but the data from ABC Café does not 
support the relationship (0.107). The interviews with ABC Café’s staff (Respondent 31, page 
121) reveal that the work is quite simple and less stressful than were tasks at XYZ Bakery and 
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DEF Café. Accordingly, there is a limited level of performance differences among staff and this 
factor does not influence employee turnover that lowers the association to turnover, while the 
more challenging job tasks and responsibilities in XYZ Bakery (for baking job) and DEF Café 
(for the wider range of job responsibilities according to Respondent 25 and 27, page 125) 
differentiated job performances associated with the turnover intention. 
 
6.2.1.4. Work-Life Balance 
With regard to job performance, there are also mixed findings in terms of the work-life 
balance in the cases. Blomme et al. (2010b) proved previously that the work-life balance is a 
significant predictor of turnover. However, in the current study, only the DEF Café’s data 
suggests that the work-life balance predicted turnover intention (-0.578). This disagreement 
could be explained by the staff members’ other commitment outside of their jobs. As described 
earlier, the staff members at DEF Café are mainly college students in non-managerial positions 
(Respondent 23, page 124). Accordingly, the staff members often experience a role conflict 
between their work and their study schedules (Respondent 26, page 124).  
 
6.2.1.5. Reasons for Insignificant Variables 
In addition, the current study does not suggest that any gender issues are involved in the 
work-life balance, as suggested by Qiu et al. (2014) and Zhou and He (2014), since the staff 
members in the three cases are mainly single / unmarried, which implies that there are no 
additional responsibilities for female staff based on age and marital status. These reasons for the 
insignificant work-life balance factor in relation to turnover intention also explain the lack of 
support for the convenience factor, since the staff members with work-life balance issues are 
more concerned about time spent traveling to and from work (Qiu et al., 2014). 
The other individual factors that are mainly rejected in the current study such as age, 
gender, race, educational level, length of service, level of employment and job category in the 
XYZ Bakery and DEF Café studies (Table 20 in the Pilot Study Result), although age, education 
level, length of service and level of employment are supported by the ABC Café study. 
According to the interviews with ABC Café respondents, the homogenous background (college 
students and part-time workers) means that they are only committed during their time at college 
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(see Appendix 24-2: ABC Café Demography). As the students come closer to completing their 
studies, the intention to find a new job / career increase.  
Unlike at the ABC Café, there were fewer students at XYZ Bakery (see Appendix 24-1 
XYZ Bakery Demography), and both XYZ Bakery and ABC Café’s staff members are more 
committed to their jobs since the staff members at XYZ Bakery are mainly full-time employees 
and DEF Café’s staff members are committed to the job for the long term due to the professional 
and dynamic working environment (Respondent 24 and 25, page 123). For these reasons, the 
basic demographic factors at XYZ Bakery and DEF Café do not predict turnover intentions. 
Furthermore, in the three cases, the staff members are mainly young and originated from HCMC. 
This suggests that the current F&B sector in Vietnam relies mainly on young staff from big 
cities. Nonetheless, the findings from the three cases may not represent the higher age groups or 
other regions. 
In addition, Vietnam is one of the few remaining socialist countries that emphasises 
gender equality. Although the collapsing socialist economy system has weakened gender 
equality (Knodel et al., 2004, Long et al., 2000), the current study shows a lack of evidence for 
gender discrimination in the Vietnamese F&B sector. Since the majority of staff members are 
female in the three cases, the dominant female demographic might influence gender equality.  
 
6.2.2. Organizational Factors 
6.2.2.1. Key Factors 
The factors pertaining to the organisational level, such as work environment, 
management support, salaries and promotion opportunity, are mainly supported by the three case 
studies. However, job stress and job / employment status are rejected in the XYZ Bakery pilot 
study (Table 20 in the Pilot Study Result). Although most of the organisational factors are 
significant predictors of employee turnover intention, salary (-0.641, Appendix 23) is highlighted 
as a turnover factor during the interviews. 
The previous literature concluded that salary is a strong predictor of turnover intention 
(Su et al., 2011, Yang et al., 2012, Pizam and Thornburg, 2000), and Chan and Kuok (2011) 
suggested that the local labour market increased the acceptable salary level. In Vietnam, the 
recent socio-economic change encouraged people to move from rural areas to major cities such 
135 
 
as HCMC. The surplus of the labour supply stagnated increase of salaries in the market that 
provides an advantage for F&B employers. Although the minimum wage increased due to the 
higher cost of living, the interviews confirms that the current salary for non-managerial staff is 
not enough on which to live.  
However, the staff at XYZ Bakery mentioned that the payroll system is more of an issue 
than the level of the salary itself (Respondent 1, page 114). In fact, the staff at XYZ Bakery 
explains that the issue is the unclear payroll system that often miscalculated their overtime pay, 
which then increase their intentions to leave their jobs (Respondent 22, page 107). Moreover, 
degrees of satisfaction with salaries are different depending on the respondents’ employment 
status and demographics. For example, the part-time workers who are also studying at colleges 
(mainly from ABC and DEF Café s) are satisfied with their current salaries (Respondent 23, 126 
and 28, page 127). However, the full-time staff members working in the kitchen team at XYZ 
Bakery expressed more concern about the level of salary (Respondent 22). Moreover, the DEF 
Café case suggests that the professional working environment and promotion opportunities 
weaken the effect of salary on turnover intention (Respondent 23 and 25, page 127). 
The respondents from the three cases all agreed on the effect of work environment and 
management support on turnover intention (Appendix 23). In the previous studies, work 
environment covered a wide range of factors such as culture, empowerment (Moncarz et al., 
2009), communication, location of work, achievement (Lee and Way, 2010), facility, equipment 
and sanitation (Lee et al., 2012). During the interviews, the participants often mentioned the 
work environment in terms of a positive atmosphere, relationships with others, facilities, and the 
quality of the job. For these reasons, the term work environment covers a wide range of 
organisational factors and not just a specific variable. Accordingly, work environment should be 
considered as a combined indicator of organisational factors in this study. Nevertheless, during 
the interviews, the participants suggest the importance of facilities and equipment that support 
their job performance and increased job satisfaction (Respondent 28 and 31, page 122) as part of 
the work environment.  
In spite of the disagreement regarding the definition of work environment, the 
respondents from XYZ Bakery often commented on the heavy workload as a factor that 
increased job stress and decreased job satisfaction (e.g. Respondent 9, page 117). Although job 
stress is not considered to be a significant indicator of turnover intention in the pilot study, the 
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interviews suggest that the amount of workload (job design) and job stress influences the 
turnover intention on some level. In addition, the participants from DEF Café often 
complimented the positive work environment for increasing their job satisfaction in relation to 
the quality of the relationships with peers and supervisors, overall job quality and offers from the 
management (Respondent 24, page 124).  
In terms of management support, the respondents universally emphasised and appreciated 
management support during the interviews (e.g. Respondent 9 and 12, page 108) and the 
correlations analysis. Dipietro and Condly (2007) pointed out that effective managerial support 
decreased turnover intention because it influenced employee motivation at work (Yang et al., 
2012). The respondents from XYZ Bakery (Respondent 12) mentioned how ineffective support 
from headquarters and the store manager with regard to understaffing issues decreased work 
motivation and job satisfaction, and increased turnover intention, which is consistent with the 
previous literature. Furthermore, the staff at DEF Café appreciated the effective central support 
to decrease the workload by implementing a new IT system, which increased job satisfaction 
(Respondent 24, page 125). However, the current study does not find any evidence of a gender 
difference affected by managerial support, as suggested by Blomme et al. (2010b).  
 
6.2.2.2. Communication  
In addition to managerial support, how central management communicated with its stores 
is also confirmed as a predictor of turnover (-0.623, Appendix 23). Wang (2010) concluded that 
effective communication could reduce work pressure and decrease turnover intentions. In fact, 
the respondents from XYZ Bakery indicated that the work pressure could be made worse by 
limited communication from the headquarters (Respondent 20, page 109). The respondents show 
frustration during the interview due to the lack of clear understanding of their operations and 
operational changes. On the other hand, the respondents from the DEF Café explain that the staff 
members were more connected to the top management through more formal and informal 
channels that provided clearer understandings of their jobs and the corporate vision and mission, 




Promotion is universally confirmed as a turnover predictor in the previous literature, as 
stated by Su et al. (2011), Brown (2011) and Chan and Kuok (2011). The three cases in the 
current study also consistently suggest that there is a strong association between promotion and 
turnover intention (-0.634, Appendix 23). However, there are weaker correlations at ABC Café (-
0.380) than there were at XYZ Bakery (-0.444) and DEF Café (-0.640). The respondents from 
ABC Café, as mentioned earlier, are usually committed in the short term during their college 
studies and there are limited promotion opportunities in the firm, while respondents from DEF 
Café explain that there is a well-developed promotion path that motivated staff members to 
commit in the longer term (Respondent 24, page 127). Accordingly, there is evidence that 
promotion indirectly influenced turnover intention through organisational commitment, as 
suggested by Blomme et al. (2010a), and that the impact is not significant in the short term, as 
mentioned by Moncarz et al. (2009).  
 
6.2.2.4. Performance appraisal and Justice 
As promotion is an important factor influencing organisational commitment and turnover 
intention, employees tended to demand constructive feedback and training to obtain promotion 
opportunities (Shreedaran, 2010). Moreover, performance appraisal is confirmed as a factor 
influencing turnover intention in the three cases (-0.643, Appendix 23), although there is 
relatively weak support expressed by the ABC Café’s staff members (-0.295). The reason for the 
low association can be explained by the job design. The staff members at ABC Café mentioned 
that their daily tasks are relatively simple and straightforward, and that they received positive 
performance feedback from the managers (Respondent 28, page 121). For this reason, job 
requiring limited skills are not associated with turnover intention. On the other hand, the bakers 
at XYZ Bakery require more advanced skills to produce a wide range of bread and cake 
products, which create a bigger gap in the performance evaluation results. Similarly, the jobs at 
DEF Café are more standardised and formalised, and covered a wider range of tasks compared to 
those at the ABC Café, which require more training and effort to perform the work (e.g. 
Respondent 24, page 125). Accordingly, the current study suggests that performance appraisal 
may not predict turnover intention when the job does not require advanced skills that equalise 
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staff performances. Furthermore, the more complicated jobs requiring higher skills at XYZ 
Bakery and DEF Café  are also predictors of turnover intention, as mentioned by Yang et al. 
(2012). 
Just as performance appraisal is important in relation to turnover intention, the current 
study also confirmed the importance of justice in managing employee turnover. In particular, the 
respondents from XYZ Bakery indicate the greater relevance of this association (-0.612) with 
turnover intention and commented that unfair performance appraisal decreased job satisfaction.  
 
6.2.2.5. Training 
As training increased the opportunity for promotion in the previous studies, such as those 
by Choi and Dickson (2009) and Shreedaran (2010), the studies agree on the effect on employee 
turnover. In the current study, the impact of training is evident and it is clear that the employees 
expected professional and consistent training from their employers according to the correlation 
analysis (-0.595, Appendix 23). Accordingly, when the training is not effective, the staff 
members at XYZ Bakery expressed low job satisfaction and higher turnover intention during the 
interviews (Respondent 1, page 116). In fact, there is limited skilled labour in Vietnam (Ketels et 
al., 2010; as cited in Montague, 2013), which require employers to provide training programmes, 
particularly because the majority of the employees in the three cases are young and this was the 
first job they had had in their lives. Therefore, the respondents often mentioned that experience 
and skill gained via their jobs are important reasons to remain in their jobs, even when other 
compensation factors are not satisfactory (e.g. Respondent 25, page 115 and 125).  
It is interesting that the effect of training is rejected by the ABC Café’s respondents in 
contrast those at XYZ Bakery and ABC Café (Appendix 23). The reason can be explained by the 
simpler and low-skilled jobs at ABC Café that require the minimum level of training. The limited 
training effort at ABC Café might influence the lower level of customer centeredness (0.022) 
since there are limited formal training opportunities for new staff members, while there are clear 
correlations between customer centeredness and turnover intentions at XYZ Bakery and DEF 
Café. The finding suggests that training programmes can increase customer centeredness, which 




6.2.2.6. Ethical Factors 
The current study also measured the effect of ethical factors on turnover intention. 
Although the correlations between ethical factors and turnover intentions are significant in the 
three cases, the respondents do not clearly show how ethical factors influence their job decisions 
during the interviews. However, the staff members at DEF Café recognised the green operations 
and CSR effort and express their concerns (Respondent 23 and 24, page 127). In addition, since 
Vietnam is influenced by Confucian values, Confucian ethics might influence the employees to 
evaluate the firm’s operations. Nonetheless, the current study has limited evidence to explain the 
strong association between ethics and turnover intention.  
 
6.2.2.7. Culture 
The previous literature identified various cultural factors that influenced turnover 
intention, such as turnover culture (Iverson and Deery (1997), unfriendly competition (Yang et 
al. (2012) and socialisation (Gustafson, 2002). Since a wide range of factors are involved in 
culture, the current study only measured ‘socialisation’ in the three cases via the questionnaire. 
The correlation results show that organisational support for socialisation activities decreased 
turnover intention significantly at XYZ Bakery and DEF Café (-0.428 and -0.603, Appendix 23), 
but this is rejected by respondents from ABC Café. In case of ABC Café, fewer staff members 
work in same shifts (only one to three staff members worked the same shift in a store) that might 
lower the impact of socialization culture. Furthermore, the staff members at ABC Café are 
mainly part-time employees / students, thus, they are less committed and engaged in work 
relationships. Furthermore, no social events are organised by ABC Café (Respondent 28, page 
122), unlike DEF Café, which weaken the socialisation culture. In fact, at the DEF Café, 
socialisation is promoted actively at the corporate level, including birthday parties, staff 






6.2.2.8. Job stress 
During the pilot study at XYZ Bakery, job stress is rejected due to having a weak 
association. However, during the interviews, the respondents expressed their concerns about the 
workload and stress that decreased job satisfaction and increased turnover intentions. 
Nonetheless, the respondents from XYZ Bakery mentioned that the stress would be acceptable if 
the compensation level were higher (Respondent 12, page 110). Accordingly, job stress could be 
still considered to be a plausible turnover factor, although it is mediated by the level of 
compensation.  
 
6.2.3. Team level 
There are mixed findings regarding the effect of team-related factors. Respondents from 
ABC and DEF Café s confirm that the relationship quality influences turnover intentions 
(Appendix 23), but those from XYZ Bakery indicate a low association between the variables. 
The reasons for the weak impact of the relationship quality are explained by Mohsin et al. (2013) 
and Lam et al. (2002), who stated that the local Vietnamese culture was influenced by Chinese 
culture that emphases relationships and socialisation. Thus, the staff members in the three cases 
usually maintain satisfactory relationships with their peers and supervisors, which decrease the 
association with turnover intention.  
Furthermore, the Kruskal Wallis H test suggests that the different teams and store 
locations influenced turnover intention (Section 8.3.1. Categorical Data Comparison, Page 127). 
For example, the kitchen staff at XYZ Bakery indicated higher turnover intentions due to the 
workload and salaries (e.g. Respondent 1). Moreover, the staff at the DEF Café stores located in 
less crowded areas indicate a higher turnover intention due to the different work environments 
according to Respondent 24 and 25.  
However, since the reasons for different turnover intentions for different teams and stores 
originate from the organisational (work environment and salary) rather than team factors (such as 
relationship quality and team support), the reasons should not be considered to be team-related 
factors. Nonetheless, the interviews consistently confirm the importance of relationships in the 
teams for better knowledge sharing, training and working environment; thus, the current study 
also confirms the impact of relationship quality on turnover intention.  
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With regard to co-worker’s support, only the DEF Café’s case supports the effect on 
turnover intention, but the result is opposite to the previous literature for co-worker’s 
instrumental support (Appendix 23). According to Tews et al. (2013a), staff members with 
higher instrumental support indicated higher turnover intentions, since the staff members are 
considered to be incompetent. Nonetheless, the current study contradicts Tews et al. (2013a) 
because staff members with more instrumental support also show lower turnover intentions as 
the impact of emotional support. The reason for the contradictory finding can be explained by the 
lack of proper skills and the education system in Vietnam (see Section 2.2.2. Training and 
Development). Furthermore, the staff members in the three cases are mainly young people and 
college students; thus, the finding shows appreciation for the learning and training provided by 
supervisors rather than being a sign of frustration. However, since the DEF Café’s questionnaire 
only measure emotional and instrumental support from supervisors, the findings cannot be 



















6.3. Paths to Turnover Intention  
 




















The path analysis of the three cases partially supports the proposed model (Figure 4). The 
results suggest that the IF→ TI, OF→TI, TF→OF and OF→IF paths are statically significant, 
but the TF→IF and TF→TI paths are weak causations to explain turnover intentions in the cases 
(see Section 8.1.6. and 8.3.3. Path Analysis). Based on the current study result, a revised model 
is developed as Figure 4. 
Lee et al. (2012), Wang (2010) and Yang (2010) showed that work environment, salary 
level, communication and job quality on the organisational level influence job satisfaction and 

























the current study, the OF→IF→TI path is supported, as in previous literature, in that the various 
organisational factors such as management support, communication, salary and promotion 
caused lower job satisfaction, organisational commitment and intrinsic motivation, which 
increase turnover intention. In particular, the OF→IF path is the most significant among the 
proposed paths in the model. However, the path from IF to TI would be different depending on 
the OF→TI path.  
For example, organisational factors at DEF Café are mentioned as being highly 
satisfactory during the interviews, and that the professional work environment and managerial 
support encouraged the staff to remain in their jobs in the longer term. The universally 
satisfactory organisational factors, accordingly, are not able to predict turnover intention in the 
DEF Café case, and the stronger path relationship is witnessed through OF→IF→TI. On the 
other hand, organisational factors at XYZ Bakery and ABC Café are relatively weak compared 
to those at DEF Café, which develop a strong path from OF to TI while OF→IF→TI is weaker 
than it is in the DEF Café case.  The comparison among the three cases for OF→IF→TI and 
OF→TI implies that strong organisational offers (such as managerial support and promotion 
opportunities) weaken the path from OF→TI and strengthen the OF→IF→TI path. Similarly, 
ineffective organisational offers strengthen the direct path from OF to TI, as in the XYZ Bakery 
and ABC Café cases. 
TF, or relationship quality and co-workers’ support, are not particularly significant 
turnover factors in the correlation analysis. The path analysis also confirms that the TF→TI and 
TF→IF paths are insignificant in the three cases; only the TF→OF path is consistently supported 
in the three cases, as a good relationship would strengthen organisational culture, job quality, 









6.4. Evaluation of HRM Effectiveness in Vietnam 
6.4.1. Implications for HRM Effectiveness in Vietnam 
The current study chose ‘employees’ turnover intentions’ as an indicator of HRM’s 
effectiveness in Vietnam to evaluate the Vietnamese F&B sector. The current study confirms that 
a wide range of factors caused higher employee turnover intentions according to three levels – 
individual, team and organisational - via direct and indirect paths.  
In brief, the current study confirms that the employee turnover factors developed 
previously in the earlier studies are mainly valid in the Vietnamese F&B sector with some 
exceptions and gaps, as concluded earlier (see Sections 9.1 and 9.2). These findings have 
implications for the four functions of HRM in the Vietnamese F&B sector, as follows. 
 
6.4.1.1. Employee Resources 
During the interviews, the respondents from XYZ Bakery mentioned the ineffective 
staffing practices that increased the workload and the job stress caused by poor managerial 
support and company-wide communication. This finding suggests a lack of vertical 
communication causing ineffective management support for ameliorating staffing needs.  
The current study also confirms that job satisfaction and organisational commitments 
were the two key factors that predicted employees’ turnover intentions, as confirmed by previous 
studies. These findings imply that measurement of these two indicators could be a source of 
employee resource planning to predict the demand of staff in the F&B sector in Vietnam. 
However, the current study also suggests that higher job satisfaction may not predict the actual 
employee turnover in near future since highly satisfied employees would leave their jobs for 
long-term career development. As young workers mainly participate in the F&B sector in 
Vietnam, these employees tend to focus on long-term career decisions. Thus, organisational 
commitment tends to be an indicator of more long-term committed employees in the current 
study, which could be measured in conjunction with job satisfaction for improved employee 
resource planning.  
Yet, the current study also shows that poor organizational offerings / factors weaken the 
predictive power of job satisfaction and organizational commitment. Thus, it’s necessary to 
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measure both the indicators in individual factors (job satisfaction and organizational 
commitment) and the organizational factors for more accurate prediction and HR planning. 
Moreover, the three cases show that the majority of workers in the F&B sector in 
Vietnam are young people and college students engaged in part-time jobs. These practices would 
create flexibility for HRM planning and a lower cost of labour for operations. However, since 
college students working at part-timer jobs usually resign after completing their degree 
programmes and require more training at the beginning, this might increase other costs with 
regard to training and service quality. Thus, it is necessary to evaluate whether it is necessary to 
hire more experienced staff members in the interests of lower training costs and better service 
quality.  
In addition to the demographic concern, it is also necessary to consider the complexity of 
the job when hiring part-time employees since more complex jobs require more training, which 
is not appropriate for part-time employees. With regard to the jobs at the ABC Café that require 
relatively simple skills and knowledge, it would be more appropriate to hire students on a part-
time basis, as less training causes less turnover cost. Training that might be costly could be 
minimised, although the current study also shows that, when an F&B firm provides more 
professional training programmes, it attracts more young people to the positions because the 
young workers in Vietnam lack of proper training and an education system.  
In regard to gender, the current study shows that the majority of staff members are female 
(about two-thirds) in the three cases. The current study does not show the reasons for the gender 
imbalance clearly. However, this gender participation imbalance needs to be studied to 
understand it further and to reduce the gender participation gap and attract females more 
effectively. 
Lastly, the current study confirms that the overall relationship quality among staff 
members did not influence employee turnover directly. However, this could be a possible source 
of recruitment via ‘employee referral’ that could increase effectiveness through the internal 






6.4.1.2. Training and Development 
The current study confirms that effective training decreased employees’ turnover 
intentions. As the overall education system in Vietnam is underdeveloped and young students 
commonly participate in the F&B sector in Vietnam, effective training does not only attract more 
young people, but it also improves their work motivation and job satisfaction. In particular, when 
the jobs require a higher level of skill (such as baking at the XYZ Bakery), the importance of 
training and development increase. 
Furthermore, the current study also suggests that providing professional training 
programmes reduces the impact of salary on employees’ turnover intentions, particularly for 
young / student staff members who wish to gain professional skills and knowledge to develop 
their long-term careers.  
The current study concludes that on-the-job training is commonly used in Vietnam’s 
F&B sector, but it does not result in sufficient skills and satisfaction for the employees. As DEF 
Café is engaged more in the pre-job training period, this has a positive influence on the quality of 
its service and greater awareness of customer centeredness, while the XYZ Bakery lacks 
systematic and continuous training efforts to develop skills and know-how in the organisation, 
which decrease job satisfaction.  
Although relationship quality is not a direct turnover factor according to the current 
study, higher relationship quality would increase training effectiveness because the training is 
often conducted as on-the-job training. If the teams have greater cohesiveness, the effectiveness 
of training would be increased during the in-store training with team members. 
Accordingly, the current study concludes the importance of training programmes for the 
F&B sector and that relationship quality influence the quality of training programmes. Thus, it is 
necessary to develop more professional training programmes for greater HR effectiveness. 
 
6.4.1.3. Performance Management and Motivation 
As the current study aimed to understand the reasons for employees’ turnover intentions 
as indicators of HRM’s effectiveness, a wide range of factors that influenced employees’ 
motivation are identified and confirmed using three levels – individual, team and organisational.  
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In brief, the key factors that motivated employees are identified as salary and other 
organisational environment factors, such as managerial support, promotion, communication, 
training and so on, which also influence individual factors such as job satisfaction and 
organisational commitment.  
In particular, the current study indicates that the staff members earning the state’s 
minimum wage express high turnover intentions for better pay and benefits. The high influx of 
young labourers into the big cities and the fast-growing but underdeveloped economy create 
unique motivation factors for job decisions. Although Vietnam is one of the fastest growing 
economies in the world, the wage growth has not been satisfactory for the working class 
according to the three cases.   
Besides, dynamic young people often consider long-term career development while 
gaining practical working experience and training opportunities in their jobs. The study shows 
that a professional working environment and training programmes could decrease the negative 
impact of financial compensation on work motivation. In addition, designing jobs that involve 
more challenging and creative tasks would motivate the employees. 
Furthermore, as Vietnam is a highly socialised country, building positive relationships 
within teams would improve work motivation and decrease turnover intention through improved 
training effectiveness and job performance.  
The current study also suggests that fair and clear performance evaluation is critical for 
motivating F&B staff in Vietnam as this has an impact on employee turnover. 
 
6.4.1.4. Employer / Employee Relationships 
The current study shows the non-managerial staff members often felt disconnected from 
the top management, which creates frustration and disappointment. As this frustration heightens 
the risk of organisational politics, developing open communication channels companywide 
would strengthen employer / employee relationships.  
The study does not show any clear evidence of active labour union activities. 
Furthermore, there is no clear indication that employees are actively expressing their grievances 
to management. However, since the scale of operations in Vietnam is growing rapidly, the 
growing number of employees in the firm would increase the risk of labour strikes, as in other 
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industries (Van Gramberg et al., 2013, Cooke and Lin, 2012). Accordingly, there should be a 
continuous monitoring and measuring employee satisfaction on their jobs and efforts to improve 
overall relationship with employees. 
 
6.4.2. Doi Moi and its impact on HRM Effectiveness 
The three firms in the case studies struggle with employee resourcing and training 
(Knodel et al., 2004, Long et al., 2000). The current study also shows that, as communist values 
decrease, more individualistic values that emphasise personal development are emerging in 
employees’ career decisions. Due to the rapid socio-economic changes since the Doi Moi policy, 
the communist economic system has transformed into a capitalist system that has raised various 
issues. Firstly, the collapse of communist values that emphasised collectivism has yielded to the 
traditional Confucian values. As it is predominantly the young population that is contributing to 
Vietnam’s F&B sector, these young labourers make career decisions that will result in long-term 
success. However, the resurgence of the Confucian gender gap is not witnessed in the current 
study. The majority of the staff in the three cases is female (approximately two-thirds) and young 
(early 20s); thus, this may contribute to fewer gender discrimination issues. 
Nonetheless, the current study indicates that the training and development efforts for 
moving the population from rural to urban areas are limited and ineffective. After the years of 
having a depressed economy under the communist economy, the open-market policy began to 
boost the Vietnamese economy from 1986 onwards. The agriculture-based and underdeveloped 
economy started to transform into a fast-growing industrialised economy that demands a high 
level of education and training. For this reason, unskilled labourers often seek jobs that provide 
better training and development opportunities to improve their skills.  
The rapidly industrialised economy has also reallocated labourers to urban areas, thus 
increasing labour supply. The abundant labour pool in the major cities (such as HCMC and 
Hanoi) has provided advantages for employers, but the increasing living costs have also started 
to exert pressure with regard to job decisions. In particular, as high FDIs and booming urban 
economies invite more competition, properly trained and educated labourers are still a shortage 
in the market. The phenomenon also gave pressured on wage increase in the market. 
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Despite the majority of the influx of labourers into the urban areas being low-skilled and 
young, these young employees have been struggling with wages issue and are expecting higher 
wages. Although the state’s minimum wage has been increasing, the minimum wage is not 
satisfactory for the entry-level employees according to the current study. 
On the other hand, the rapid urbanisation has prevented the development of proper 
infrastructure to meet the needs of the large population. The poor city infrastructures also 
influences job decisions with regard to sanitation concerns and the working environment for 
young and dynamic staff members, as the staff members in the three cases appreciated their clean 






The current study findings suggest that the factors in organisational and individual level 
predict employee turnover in Vietnam’s F&B sector. Based on the key findings of the study, the 
following recommendations are developed to improve management effectiveness and efficient. 
 
7.1. Recommendations for Management 
7.1.1. Employee Behaviour  
As young and dynamic labourers are participating in Vietnam’s F&B sector, it is critical 
to understand their behaviour not only in job market, but also within firms. Since Vietnam’s 
economy has rapidly been adopting Western capitalism, this would cause more dynamic changes 
in the employee behaviour as well.  
Thus, the reasons for employee turnover identified in the current study will become 
outdated in the near future as the trend is expected to change quickly. For more effective 
employee resources and work motivation, there should be systematic and continuous studies on 
work motivation factors of the dynamic labour participants.  
However, the current study also suggests that local / traditional intrinsic values 
influenced employee behaviour. In particular, foreign investors in the F&B sector in Vietnam 
should develop a better understanding of how relationships and family influence employees job 
decisions. 
 
7.1.2. Investment in Organizational Factors 
The current study clearly shows the importance of organisational factors to improve 
HRM’s effectiveness. Investing in competent compensation package, better facilities, 
professional training programmes and other organisational factors would decrease employees’ 
turnover intentions and increase HRM’s effectiveness.  
However, since there are a wide range of organisational factors, relatively smaller scale 
operators such as XYZ Bakery and ABC Café in Vietnam would find it difficult to invest in all 
the organisational factors. The current study suggests some key organisational factors such as 
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compensation, training, promotion and management support that small F&B firms could initiate 
selectively.  
For more effective organisational factor implementation, the current study also suggests 
building positive work relationships within teams to increase the effectiveness of training, 
communication and managerial support.  
 
7.1.3. Forecasting HR Demand 
Throughout the current research, ‘job satisfaction’ and ‘organisational commitment’ are 
consistently proven to be reliable predictors of employee turnover. Accordingly, employees’ job 
satisfaction and commitment should be measured periodically as a source of HR planning.  
However, since job satisfaction may not predict the actual turnover of short-term 
committed staff (such as students and young staff members), organisational commitment should 
be used for long-term committed staff members instead. 
Furthermore, the current study indicates that predictions based on job satisfaction and 
organisational commitment would be weakened when there were poor organisational factors. In 
this case, measuring organisational factors such as satisfaction with salary, promotion and 
managerial support would be more accurate indicators of employee turnover for HR planning.  
 
7.1.4. Compensation and Other Benefit 
To improve HRM’s effectiveness in Vietnam’s F&B sector, the firms will be under more 
pressure on wage increase. The high migration from rural areas provides an advantage for 
employers with regard to salary decisions. However, this advantage has been diluted by 
increasing competition and demand for experienced labourers.  
Overall, the current study suggests that higher compensation and other benefits would 
decrease employee turnover. However, entry level jobs in the F&B sector in the XYZ Bakery 
and the ABC Café require a simple set of skills that demand less formal training and lower costs 
of employee turnover. For these reasons, paying relatively low wages and the legal minimum 
wage seem to be a fair decision for these two cases.  
However, since the two cases also compete with regard to quality instead of quantity, it is 
critical to sustain and improve the quality of products and services by improving the quality of 
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HR as witnessed in DEF Café case. Since the current study suggests paying better salaries to 
improve work motivation and decrease turnover intention, it recommends increasing salaries to 
decrease employee turnover. 
On the other hand, the current study also implies that work motivation and turnover 
intention could be managed without paying higher salaries by providing better training, a 
professional work environment and promotion opportunities. Accordingly, it is necessary to 
conduct a cost-benefit analysis to measure the ideal level of salary that maximises profitability 
and competitive advantages. 
 
7.1.5. Knowledge Sharing Culture 
As employee turnover is inevitable, it is necessary to consider other ways to reduce the 
cost of employee turnover. The current study suggests that developing an appropriate 
organisational culture that improves socialisation among employees would transfer more work 
know-how among staff members that could remain in an organisation even after an employee has 
resigned.  
To develop a knowledge-sharing culture, organising social events would increase 
cohesiveness among teams, according to the current study. Furthermore, there should be more 
support from top management, such as designing evaluations and incentives to improve 
teamwork effectiveness.  
 
7.2. Contribution to Knowledge Base 
Throughout the current research, the following contribution are made to the knowledge 
base as: 
- The current study developed a model that covers a wide range of variables under 
individual, team and organizational level and confirm the antecedents of employee 
turnover in Vietnam F&B Sector. 
- The findings conclude that HRM context in Vietnam is different from the previous 
literature conducted in the other countries. Especially, the variables related to individual 
and team level indicate higher gap from the previous literature. 
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- The path model developed by the current research suggests there are different paths and 
associations to explain the relationships between the variables to the employee turnover 
in the context. 
 
As well, the following contribution are made to the management practice as: 
- The current research shows how to recruit and select employees in more effective and 
efficient ways based on the findings and the target demography. 
- Also, the findings highlight importance of practical and continuous training program that 
attract and satisfy employees to stay in the job longer that eventually lower operations 
cost. 
- In addition, a wide range of motivational factors are identified during the research that 




The strengths were that a variety of methods have been used, to explore and verify a clear 
conceptual framework, which has been amended in the light of evidence. This enabled the 
contribution to the focal theory, about turnover in Vietnam, the extent of triangulation possible 
by having interview data and three companies to compare was considerable. However, the 
current study was based on a sample from three case organizations in F&D in HCMC who all 
foreign franchise brands were. Thus, the current findings might not be replicated for local F&B 
business that are based on traditional operations, nor for HRM more generally in Vietnam, 
though there is some confidence that the detail uncovered in this study does accurately capture 
the current state of plan and an agenda for change. 
 
7.4. Recommendation for Future Research 
As the current study is based on case studies, there should be a bigger sample size that 
covers a wider range of F&B businesses and regions in Vietnam to generalize the findings. 
Especially, the three cases used in the research are all foreign-owned and located in large cities 
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only. Accordingly, there should be more data collected from smaller scale & local business in 






AHMAD, S. & SCHROEDER, R. G. 2003. The impact of human resource management 
practices on operational performance: recognizing country and industry differences. 
Journal of operations Management, 21, 19-43. 
AIKENS, F. A. 2012. An Examination of Ethical Behavior, Job Satisfaction, and Turnover Intent 
in Southern Ohio QSR Operations. University of Phoenix. 
AJZEN, I. 1985. From intentions to actions: A theory of planned behavior. Action control. 
Springer. 
ALLEN, M. R. & WRIGHT, P. M. 2006. Strategic management and HRM. CAHRS Working 
Paper Series, 404. 
ASHTON, D. N. & SUNG, J. 2002. Supporting workplace learning for high performance 
working, International Labour Organization. 
AUTRY, C. W. & DAUGHERTY, P. J. 2003. Warehouse operations employees: linking person‐
organization fit, job satisfaction, and coping responses. Journal of Business Logistics, 24, 
171-197. 
BAMPTON, R. & COWTON, C. J. The e-interview.  Forum Qualitative Sozialforschung/Forum: 
Qualitative Social Research, 2002. 
BARBIERI, M. Doi Moi and the elderly: Intergenerational support under the strain of reforms. 
2006. [Unpublished] 2006. Presented at the Population Association of America 2006 
Annual Meeting Los Angeles California March 30-April 1 2006. 
BARNEY, J. 1991. Firm resources and sustained competitive advantage. Journal of 
management, 17, 99-120. 
BARTRAM, T., STANTON, P. & THOMAS, K. 2009. Good morning Vietnam: new challenges 
for HRM. Management Research News, 32, 891-904. 
BATT, R. 2002. Managing customer services: Human resource practices, quit rates, and sales 
growth. Academy of management Journal, 45, 587-597. 
BATT, R., LEE, J. E. & LAKHANI, T. 2014. A national study of human resource practices, 
turnover, and customer service in the restaurant industry. New York: Restaurant 
Opportunities Centers United. 
BILLS, M. A. 1925. Social status of the clerical worker and his permanence on the job. Journal 
of Applied Psychology, 9, 424. 
BLOMME, R. J., VAN RHEEDE, A. & TROMP, D. M. 2010a. The use of the psychological 
contract to explain turnover intentions in the hospitality industry: a research study on the 
impact of gender on the turnover intentions of highly educated employees. The 
International Journal of Human Resource Management, 21, 144-162. 
BLOMME, R. J., VAN RHEEDE, A. & TROMP, D. M. 2010b. Work-family conflict as a cause 
for turnover intentions in the hospitality industry. Tourism and Hospitality Research, 10, 
269-285. 
BLUEDORN, A. C. 1982. A unified model of turnover from organizations. Human relations, 35, 
135-153. 
BRANHAM, L. 2005. The 7 hidden reasons employees leave. New York: AMACOM. 
BROWN, E. A. 2011. Hospitality management graduates' perceptions of career factor 
importance and career factor experience and the relation with turnover intentions. 
156 
 
BROWNE, J. H. 2000. Benchmarking HRM practices in healthy work organizations. American 
Business Review, 18, 54. 
BUEL, W. D. 1964. Voluntary female clerical turnover: The concurrent and predictive validity 
of a weighted application blank. Journal of Applied Psychology, 48, 180. 
CAMPBELL, C. M. 1993. Do firms pay efficiency wages? Evidence with data at the firm level. 
Journal of labor Economics, 11, 442-470. 
CASCIO, W. F. 1976. Turnover, biographical data, and fair employment practice. Journal of 
Applied Psychology, 61, 576. 
CHAN, S. H. & KUOK, O. M. 2011. A Study of Human Resources Recruitment, Selection, and 
Retention Issues in the Hospitality and Tourism Industry in Macau. Journal of Human 
Resources in Hospitality & Tourism, 10, 421-441. 
CHIANG, C.-F., BACK, K.-J. & CANTER, D. D. 2005. The Impact of Employee Training on 
Job Satisfaction and Intention to Stay in the Hotel Industry. Journal of Human Resources 
in Hospitality & Tourism, 4, 99-118. 
CHIU, R. K., WAI-MEI LUK, V. & LI-PING TANG, T. 2002. Retaining and motivating 
employees: Compensation preferences in Hong Kong and China. Personnel Review, 31, 
402-431. 
CHOI, K. 2006. A Structural Relationship Analysis of Hotel Employees' Turnover Intention. 
Asia Pacific Journal of Tourism Research, 11, 321-337. 
CHOI, Y. & DICKSON, D. R. 2009. A Case Study into the Benefits of Management Training 
Programs: Impacts on Hotel Employee Turnover and Satisfaction Level. Journal of 
Human Resources in Hospitality & Tourism, 9, 103-116. 
COOKE, F. L. & LIN, Z. 2012. Chinese firms in Vietnam: investment motives, institutional 
environment and human resource challenges. Asia Pacific Journal of Human Resources, 
50, 205-226. 
COX, A., HANNIF, Z. & ROWLEY, C. 2013. Leadership styles and generational effects: 
examples of US companies in Vietnam. The International Journal of Human Resource 
Management, 25, 1-22. 
COX, A. & WARNER, M. 2013. Whither ‘training and development’ in Vietnam?: learning 
from United States and Japanese MNCs' practice. Asia Pacific Journal of Human 
Resources, 51, 175-192. 
DAVIDSON, M. C., TIMO, N. & WANG, Y. 2010. How much does labour turnover cost? A 
case study of Australian four-and five-star hotels. International Journal of Contemporary 
Hospitality Management, 22, 451-466. 
DE WINNE, S., MARESCAUX, E., SELS, L., VAN BEVEREN, I. & VANORMELINGEN, S. 
2018. The impact of employee turnover and turnover volatility on labor productivity: a 
flexible non-linear approach. The International Journal of Human Resource 
Management, 1-31. 
DEAKIN, H. & WAKEFIELD, K. 2013. Skype interviewing: Reflections of two PhD 
researchers. Qualitative Research, 1468794113488126. 
DECENZO, D. A., ROBBINS, S. P. & VERHULST, S. L. 2013. Fundamentals of Human 
Resource Management, Wiley. 
DELERY, J. E. & DOTY, D. H. 1996. Modes of theorizing in strategic human resource 
management: Tests of universalistic, contingency, and configurational performance 
predictions. Academy of management Journal, 39, 802-835. 
157 
 
DEVANNA, M. A., FOMBRUN, C. & TICHY, N. 1981. Human resources management: A 
strategic perspective. Organizational Dynamics, 9, 51-67. 
DEVELLIS, R. F. 2016. Scale development: Theory and applications, Sage publications. 
DIPIETRO, R. B. & CONDLY, S. J. 2007. Employee Turnover in the Hospitality Industry: An 
Analysis Based on the CANE Model of Motivation. Journal of Human Resources in 
Hospitality & Tourism, 6, 1-22. 
DIPIETRO, R. B. & MILMAN, A. 2004. Hourly Employee Retention Factors in the Quick 
Service Restaurant Industry. International Journal of Hospitality & Tourism 
Administration, 5, 31-51. 
DIPIETRO, R. B., THOZHUR, S. M. & MILMAN, A. 2007. Hourly Employee Retention 
Factors in the United Kingdom Quick Service Restaurant Industry. Journal of 
Foodservice Business Research, 10, 39-61. 
DO, Q. C. 2013. Enhanced employee participation and the influence from below. Asia Pacific 
Journal of Human Resources, 51, 193-207. 
DRAKAKIS-SMITH, D. & DIXON, C. 1997. Sustainable urbanization in Vietnam. Geoforum, 
28, 21-38. 
DRUMMOND, L. B. 2000. Street scenes: practices of public and private space in urban 
Vietnam. Urban Studies, 37, 2377-2391. 
FARR, J. L., O'LEARY, B. S. & BARTLETT, C. 1973. Effect of work sample test upon self-
selection and turnover of job applicants. Journal of Applied Psychology, 58, 283. 
FAYOL, H. 1916. General principles of management. Classics of organization theory, 2, 57-69. 
FEELEY, T. H., HWANG, J. & BARNETT, G. A. 2008. Predicting Employee Turnover from 
Friendship Networks. Journal of Applied Communication Research, 36, 56-73. 
FRANK, F. D., FINNEGAN, R. P. & TAYLOR, C. R. 2004. The race for talent: retaining and 
engaging workers in the 21st century. People and Strategy, 27, 12. 
FRITZEN, S. 2002. Growth, inequality and the future of poverty reduction in Vietnam. Journal 
of Asian Economics, 13, 635-657. 
GEORGE, R. T. 1991. Voluntary termination in restaurants: An exploratory determination of 
causes. Hospitality Review, 9, 6. 
GHISELLI, R., LA LOPA, J. & BAI, B. 2001. Job satisfaction, life satisfaction, and turnover 
intent among food-service managers. The Cornell Hotel and Restaurant Administration 
Quarterly, 42, 28-37. 
GLEBBEEK, A. C. & BAX, E. H. 2004. Is high employee turnover really harmful? An empirical 
test using company records. Academy of Management Journal, 47, 277-286. 
GLEWWE, P. 2004. An overview of economic growth and household welfare in Vietnam in the 
1990s. Economic growth, poverty, and household welfare in Vietnam, 1. 
GRANT, R. M. 1996. Toward a knowledge‐based theory of the firm. Strategic management 
journal, 17, 109-122. 
GSO 2015. Gross domestic product at current prices by types of ownership by Types of owners. 
Ha Noi, Vietnam: GSO: General Statistics Office of Vietnam. 
GUSTAFSON, C. M. 2002. Employee turnover: a study of private clubs in the USA. 
International Journal of Contemporary Hospitality Management, 14, 106-113. 
HACKMAN, J. R. & OLDHAM, G. R. 1974. The Job Diagnostic Survey: An instrument for the 
diagnosis of jobs and the evaluation of job redesign projects. 
HAIR JR, J. F., HULT, G. T. M., RINGLE, C. & SARSTEDT, M. 2016. A primer on partial 
least squares structural equation modeling (PLS-SEM), Sage Publications. 
158 
 
HAKKALA, K. & KOKKO, A. 2007. The state and the private sector in Vietnam. Stockholm: 
The European Institute of Japanese Studies. 
HAMBRICK, D. C. & CANNELLA JR, A. A. 1993. Relative standing: A framework for 
understanding departures of acquired executives. Academy of Management journal, 36, 
733-762. 
HAUSKNECHT, J. P., TREVOR, C. O. & HOWARD, M. J. 2009. Unit-level voluntary turnover 
rates and customer service quality: implications of group cohesiveness, newcomer 
concentration, and size. Journal of Applied Psychology, 94, 1068. 
HEMDI, M. A. & NASURDIN, A. M. 2006. Predicting turnover intentions of hotel employees. 
International Journal of Business, 8, 21-42. 
HITT, M. A., BIERMAN, L., SHIMIZU, K. & KOCHHAR, R. 2001. Direct and moderating 
effects of human capital on strategy and performance in professional service firms: A 
resource-based perspective. Academy of Management journal, 44, 13-28. 
HUANG, H.-I. 2007. Understanding culinary arts workers: Locus of control, job satisfaction, 
work stress and turnover intention. Journal of Foodservice Business Research, 9, 151-
168. 
HUSELID, M. A. & BECKER, B. E. 1996. Methodological issues in cross‐sectional and panel 
estimates of the human resource‐firm performance link. Industrial Relations: A Journal 
of Economy and Society, 35, 400-422. 
IVANCEVICH, J. M. & LEE, S. H. 2002. Human Resource Management in Asia, McGraw-Hill. 
IVERSON, R. D. & DEERY, M. 1997. Turnover culture in the hospitality industry. Human 
Resource Management Journal, 7, 71-82. 
JANG, J. & GEORGE, R. T. 2012. Understanding the influence of polychronicity on job 
satisfaction and turnover intention: A study of non-supervisory hotel employees. 
International Journal of Hospitality Management, 31, 588-595. 
JANKOWICZ, D., O'FARRELL, P., PFAB, F. & WALLACE, W. 2016a. Introduction to 
Business Research 3, Edinburgh, UK, Edinburgh Business School, Heriot-Watt 
University. 
JANKOWICZ, D., O'FARRELL, P. & WALLACE, W. 2016b. Introduction to Business 
Research 1, Edinburgh, UK, Edinburgh Business School, Heriot-Watt University. 
JANKOWICZ, D. & WALLACE, W. 2016. Introduction to Business Research 2, Edinburgh, 
UK, Edinburgh Business School, Heriot-Watt University. 
JOHNSTON, N. & SPINKS, W. 2013. Organisational climate and employee turnover intention 
within a franchise system. Journal of New Business Ideas & Trends, 11, 20-41. 
JONES, J. 2008. A unique formula for success. Lodging Hospitality, 64, 60-64. 
JUNG, H. S., NAMKUNG, Y. & YOON, H. H. 2010. The effects of employees’ business ethical 
value on person–organization fit and turnover intent in the foodservice industry. 
International Journal of Hospitality Management, 29, 538-546. 
JURGENSEN, C. E. 1978. Job preferences (What makes a job good or bad?). Journal of Applied 
psychology, 63, 267. 
KAAK, S. R., FEILD, H. S., GILES, W. F. & NORRIS, D. R. 1998. The Weighted Application 
Blank A Cost-Effective Tool that Can Reduce Employee Turnover. Cornell Hotel and 
Restaurant Administration Quarterly, 39, 18-24. 
KAMOCHE, K. 2001. Human resources in Vietnam: The global challenge. Thurnderbird 
International Business Review, 43(5), 625-650. 
159 
 
KANG, W. & IMAI, K. S. 2012. Pro-poor growth, poverty and inequality in rural Vietnam. 
Journal of Asian Economics, 23, 527-539. 
KARP, H. & NICKSON JR, J. W. 1973. MOTIVATOR‐HYGIENE DEPRIVATION AS A 
PREDICTOR OF JOB TURNOVER. Personnel Psychology, 26, 377-384. 
KATOU, A. A. & BUDHWAR, P. S. 2006. Human resource management systems and 
organizational performance: a test of a mediating model in the Greek manufacturing 
context. The International Journal of Human Resource Management, 17, 1223-1253. 
KIM, B., LEE, G. & CARLSON, K. D. 2010. An examination of the nature of the relationship 
between Leader-Member-Exchange (LMX) and turnover intent at different organizational 
levels. International Journal of Hospitality Management, 29, 591-597. 
KIM, K. & JOGARATNAM, G. 2010. Effects of Individual and Organizational Factors on Job 
Satisfaction and Intent to Stay in the Hotel and Restaurant Industry. Journal of Human 
Resources in Hospitality & Tourism, 9, 318-339. 
KIM, S., FROESE, F. J. & COX, A. 2012. Applicant attraction to foreign companies: the case of 
Japanese companies in Vietnam. Asia Pacific Journal of Human Resources, 50, 439-458. 
KLINE, R. B. 2015. Principles and practice of structural equation modeling, Guilford 
publications. 
KNODEL, J., LOI, V. M., JAYAKODY, R. & HUY, V. T. 2004. Gender roles in the family: 
change and stability in Vietnam. 
KOSLOWKSY, M. & LOCKE, G. 1989. Turnover and aggregate organisational performance. 
Applied Psychology, 38, 121-129. 
KOYS, D. J. 2001. The effects of employee satisfaction, organizational citizenship behavior, and 
turnover on organizational effectiveness: A unit‐level, longitudinal study. Personnel 
psychology, 54, 101-114. 
KRACKHARDT, D. & PORTER, L. W. 1986. The snowball effect: Turnover embedded in 
communication networks. Journal of Applied Psychology, 71, 50. 
LAM, T., LO, A. & CHAN, J. 2002. New Employees' Turnover Intentions and Organizational 
Commitment in the Hong Kong Hotel Industry. Journal of Hospitality & Tourism 
Research, 26, 217-234. 
LEE, C.-C., HUANG, S.-H. & ZHAO, C.-Y. 2012. A study on factors affecting turnover 
intention of hotel employees. Asian Economic and Financial Review, 2, 866-875. 
LEE, C. & WAY, K. 2010. Individual employment characteristics of hotel employees that play a 
role in employee satisfaction and work retention. International Journal of Hospitality 
Management, 29, 344-353. 
LEE, G., MAGNINI, V. P. & KIM, B. 2011. Employee satisfaction with schedule flexibility: 
Psychological antecedents and consequences within the workplace. International Journal 
of Hospitality Management, 30, 22-30. 
LEE, L.-Y., VEASNA, S. & SUKOCO, B. M. 2014a. The antecedents of cultural effectiveness 
of expatriation: moderating effects of psychological contracts. Asia Pacific Journal of 
Human Resources, 52, 215-233. 
LEE, T. W. & MITCHELL, T. R. 1994. An alternative approach: The unfolding model of 
voluntary employee turnover. Academy of Management Review, 19, 51-89. 
LEE, T. W., MITCHELL, T. R., WISE, L. & FIREMAN, S. 1996. An unfolding model of 
voluntary employee turnover. Academy of Management journal, 39, 5-36. 
160 
 
LEE, T. W. & MOWDAY, R. T. 1987. Voluntarily leaving an organization: An empirical 
investigation of Steers and Mowday's model of turnover. Academy of Management 
journal, 30, 721-743. 
LEE, Y.-K., CHOI, J., MOON, B.-Y. & BABIN, B. J. 2014b. Codes of ethics, corporate 
philanthropy, and employee responses. International Journal of Hospitality Management, 
39, 97-106. 
LEUNG, S. & RIEDEL, J. 2001. The role of the State in Vietnam’s Economic Transition. 
International and Development Economics Working Paper 01-1. 
LLOYD, K. 2003. Contesting control in transitional Vietnam: The development and regulation 
of traveller cafes in Hanoi and Ho Chi Minh City. Tourism Geographies, 5, 350-366. 
LOI, R., HANG-YUE, N. & FOLEY, S. 2006. Linking employees' justice perceptions to 
organizational commitment and intention to leave: The mediating role of perceived 
organizational support. Journal of Occupational and Organizational Psychology, 79, 
101-120. 
LONG, L. D., TRUITT, A. & ANH, D. N. 2000. Changing gender relations in Vietnams post 
Doi Moi era. POLICY RESEARCH REPORT ON GENDER AND DEVELOPMENT 
Working Paper Series No. 14. 
LUU, T. T. & ROWLEY, C. 2015. From value-based human resource practices to i-deals: 
software companies in Vietnam. Personnel Review, 44, 39-68. 
MACDUFFIE, J. P. 1995. Human resource bundles and manufacturing performance: 
Organizational logic and flexible production systems in the world auto industry. ILR 
Review, 48, 197-221. 
MAERTZ, C. P. & CAMPION, M. A. 1998. 25 years of voluntary turnover research: a review 
and critique. 
MAI, N. K. & PHAN, L. V. 2014. Measuring the Effects of Drivers Organizational Commitment 
through the Mediation of Job Satisfaction A Study in Ho Chi Minh City, Vietnam. 
International Journal of Current Research and Academic Review, 2, 1-16. 
MAIER, T. A. 2011. Hospitality Leadership Implications: Multigenerational Perceptions of 
Dissatisfaction and Intent to Leave. Journal of Human Resources in Hospitality & 
Tourism, 10, 354-371. 
MARTIN, H. J. 2010. Workplace climate and peer support as determinants of training transfer. 
Human Resource Development Quarterly, 21, 87-104. 
MCCOYD, J. L. & KERSON, T. S. 2006. Conducting intensive interviews using email a 
serendipitous comparative opportunity. Qualitative Social Work, 5, 389-406. 
MCELROY, J. C., MORROW, P. C. & RUDE, S. N. 2001. Turnover and organizational 
performance: a comparative analysis of the effects of voluntary, involuntary, and 
reduction-in-force turnover. Journal of applied Psychology, 86, 1294. 
MICHAELS, C. E. & SPECTOR, P. E. 1982. Causes of employee turnover: A test of the 
Mobley, Griffeth, Hand, and Meglino model. Journal of applied psychology, 67, 53. 
MICHELE KACMAR, K., ANDREWS, M. C., VAN ROOY, D. L., CHRIS STEILBERG, R. & 
CERRONE, S. 2006. Sure everyone can be replaced… but at what cost? Turnover as a 
predictor of unit-level performance. Academy of Management journal, 49, 133-144. 
MILLS, A. J., DUREPOS, G. & WIEBE, E. 2010. Encyclopedia of Case Study Research: L-Z; 
Index, Sage. 
MILMAN, A. 2003. Hourly employee retention in small and medium attractions: the Central 
Florida example. International Journal of Hospitality Management, 22, 17-35. 
161 
 
MINTZBERG, H., AHLSTRAND, B. & LAMPEL, J. 2001. Strategy Safari: A Guided Tour 
Through The Wilds of Strategic Mangament, Simon and Schuster. 
MITCHELL, T. R., HOLTOM, B. C., LEE, T. W., SABLYNSKI, C. J. & EREZ, M. 2001. Why 
people stay: Using job embeddedness to predict voluntary turnover. Academy of 
management journal, 44, 1102-1121. 
MOBLEY, W. H. 1977. Intermediate linkages in the relationship between job satisfaction and 
employee turnover. Journal of applied psychology, 62, 237. 
MOBLEY, W. H., GRIFFETH, R. W., HAND, H. H. & MEGLINO, B. M. 1979. Review and 
conceptual analysis of the employee turnover process. Psychological bulletin, 86, 493. 
MOHSIN, A., LENGLER, J. & KUMAR, B. 2013. Exploring the antecedents of intentions to 
leave the job: The case of luxury hotel staff. International Journal of Hospitality 
Management, 35, 48-58. 
MONCARZ, E., ZHAO, J. & KAY, C. 2009. An exploratory study of US lodging properties' 
organizational practices on employee turnover and retention. International Journal of 
Contemporary Hospitality Management, 21, 437-458. 
MONTAGUE, A. 2013. Vocational and skill shortages in Vietnamese manufacturing and service 
sectors, and some plausible solutions. Asia Pacific Journal of Human Resources, 51, 208-
227. 
MORROW, P. & MCELROY, J. 2007. Efficiency as a mediator in turnover—organizational 
performance relations. Human Relations, 60, 827-849. 
NADIRI, H. & TANOVA, C. 2010. An investigation of the role of justice in turnover intentions, 
job satisfaction, and organizational citizenship behavior in hospitality industry. 
International Journal of Hospitality Management, 29, 33-41. 
NGUYEN, B. T., ALBRECHT, J. W., VROMAN, S. B. & WESTBROOK, M. D. 2007. A 
quantile regression decomposition of urban–rural inequality in Vietnam. Journal of 
Development Economics, 83, 466-490. 
NGUYEN, D., TEO, S. & MYLETT, T. 2013a. An exploration of the roles of HR departments in 
Vietnam. Journal of General Management, 39. 
NGUYEN, L. D. 2011. Organizational Characteristics and Employee Overall Satisfaction: A 
Comparison of State-Owned and Non State-Owned Enterprises in Vietnam. The South 
East Asian Journal of Management, 5, 135. 
NGUYEN, P., FELFE, J. & FOOKEN, I. 2013b. Antecedents of commitment to a parent 
company and to a local operation: empirical evidence from western employees working 
for multinational companies in Vietnam. The International Journal of Human Resource 
Management, 24, 1346-1375. 
NGUYEN, T. N., MAI, K. N. & NGUYEN, P. V. 2014. Factors Affecting Employees’ 
Organizational Commitment–A Study of Banking Staff in Ho Chi Minh City, Vietnam. 
Journal of Advanced Management Science, 2, 7-11. 
NGUYEN, T. V. & BRYANT, S. E. 2004. A Study of the Formality of Human Resource 
Management Practices in Small and Medium-Size Enterprises in Vietnam. International 
Small Business Journal, 22, 595-618. 
NGUYEN, V. C. 2010. The impact of a minimum wage increase on employment, wages and 
expenditures of low-wage workers in Vietnam. 18/Feb/2012 ed.: Munich University 
Library. 
PETERSON, S. J. & LUTHANS, F. 2006. The Impact of Financial and Nonfinancial Incentives 
on Business-Unit Outcomes Over Time. Journal of Applied Psychology, 91, 156-165. 
162 
 
PFEFFER, J. 1998. The human equation: Building profits by putting people first, Harvard 
Business Press. 
PHAM, T.-H. & REILLY, B. 2007. The gender pay gap in Vietnam, 1993–2002: A quantile 
regression approach. Journal of Asian Economics, 18, 775-808. 
PIZAM, A. & THORNBURG, S. W. 2000. Absenteeism and voluntary turnover in Central 
Florida hotels: a pilot study. International Journal of Hospitality Management, 19, 211-
217. 
POULSTON, J. The benefits of training. 2006. Euro-CHRIE Congress. 
PRICE, J. L. 2001. Reflections on the determinants of voluntary turnover. International Journal 
of manpower, 22, 600-624. 
PRICE, J. L. & MUELLER, C. W. 1981. A causal model of turnover for nurses. Academy of 
management journal, 24, 543-565. 
PRIEM, R. L. & BUTLER, J. E. 2001. Is the resource-based “view” a useful perspective for 
strategic management research? Academy of management review, 26, 22-40. 
QIU, H., HAOBIN YE, B., HUNG, K. & YORK, Q. Y. 2014. Exploring Antecedents of 
Employee Turnover Intention – Evidence of China’s Hotel Industry. Journal of China 
Tourism Research, 11, 53-66. 
RAHIM, A. R. A. 2011. The effect of psychological contract and affective commitment on 
turnover intentions of hotel managers. 
RAMESH, A. & GELFAND, M. J. 2010. Will they stay or will they go? The role of job 
embeddedness in predicting turnover in individualistic and collectivistic cultures. Journal 
of Applied Psychology, 95, 807. 
REN, S., COLLINS, N. & ZHU, Y. 2014. Leadership self-development in China and Vietnam. 
Asia Pacific Journal of Human Resources, 52, 42-59. 
RICHARD, O. C. & JOHNSON, N. B. 2004. High performance work practices and human 
resource management effectiveness: Substitutes or complements? Journal of Business 
Strategies, 21, 133. 
ROBINSON, R. N. S., KRALJ, A., SOLNET, D. J., GOH, E. & CALLAN, V. 2014. Thinking 
job embeddedness not turnover: Towards a better understanding of frontline hotel worker 
retention. International Journal of Hospitality Management, 36, 101-109. 
ROLSTAD, S., ADLER, J. & RYDÉN, A. 2011. Response burden and questionnaire length: is 
shorter better? a review and meta-analysis. Value in Health, 14, 1101-1108. 
SALOVEY, P. & MAYER, J. D. 1990. Emotional intelligence. Imagination, cognition and 
personality, 9, 185-211. 
SAPORNA, G. C. & CLAVERIA, R. A. 2013. Exploring the Satisfaction, Commitment and 
Turnover Intentions of Employees in Low Cost Hotels in Or. Mindoro, Philippines. 
Journal of Tourism Research & Hospitality, 02. 
SCHAUMBURG-MÜ LLER, H. 2005. Private-sector development in a transition economy: the 
case of Vietnam. Development in Practice, 15, 349-361. 
SCHUH, A. J. 1967. THE PREDICTABILITY OF EMPLOYEE TENURE: A REVIEW OF 
THE LITERATURE 1. Personnel Psychology, 20, 133-152. 
SEVERT, D., XIE, L. & DIPIETRO, R. B. 2007. Associations Between 
Organizational/Individual Factors and the Intentions of Employees. Journal of 
Foodservice Business Research, 10, 25-56. 
163 
 
SHAPKA, J. D., DOMENE, J. F., KHAN, S. & YANG, L. M. 2016. Online versus in-person 
interviews with adolescents: An exploration of data equivalence. Computers in Human 
Behavior, 58, 361-367. 
SHAW, J. D. 2011. Turnover rates and organizational performance: Review, critique, and 
research agenda. Organizational Psychology Review, 1, 187-213. 
SHEN, W. & CANNELLA JR, A. A. 2002. Revisiting the performance consequences of CEO 
succession: The impacts of successor type, postsuccession senior executive turnover, and 
departing CEO tenure. Academy of management journal, 45, 717-733. 
SHREEDARAN, I. K. 2010. Expected Quality of Work life (qwl) and the impact of the gap 
between perception and expectation of QWL attributes on ECSQ and Turnover intentions 
among Hotel employees. 
SLICHTER, S. H. 1919. The turnover of factory labor, D. Appleton. 
SPEARMAN, C. 1904. The proof and measurement of association between two things. The 
American journal of psychology, 15, 72-101. 
STEEL, R. P. 2002. Turnover theory at the empirical interface: Problems of fit and function. 
Academy of Management Review, 27, 346-360. 
SU, H.-W., LEE, L.-T. & FAN, C. K. 2011. Turnover Determinants of New Employees in 
International Hotels. Journal of Service Science and Management, 04, 158-164. 
SURVEYMONKEY. 2011. How Much Time are Respondents Willing to Spend on Your Survey? 
[Online]. SurveyMonkey Inc. Available: 
https://www.surveymonkey.com/blog/2011/02/14/survey_completion_times/ [Accessed 
19/3 2017]. 
T&M. 2016. Talentnet and Mercer (T&M) Total Remuneration Survey (TRS) 2016 [Online]. 
Talentnet and Mercer (T&M). Available: http://www.talentnet.vn/en/information-
center/talentnet-viewpoints/talentnet-and-mercer-total-remuneration-survey-trs-2016--
cPirchp92X [Accessed 23/03 2016]. 
TAYLOR, F. W. 1914. The principles of scientific management, Harper. 
TETT, R. P. & MEYER, J. P. 1993. Job satisfaction, organizational commitment, turnover 
intention, and turnover: path analyses based on meta‐analytic findings. Personnel 
psychology, 46, 259-293. 
TEWS, M. J., MICHEL, J. W. & ELLINGSON, J. E. 2013a. The Impact of Coworker Support 
on Employee Turnover in the Hospitality Industry. Group & Organization Management, 
38, 630-653. 
TEWS, M. J., MICHEL, J. W. & STAFFORD, K. 2013b. Does Fun Pay? The Impact of 
Workplace Fun on Employee Turnover and Performance. Cornell Hospitality Quarterly, 
54, 370-382. 
TEWS, M. J., STAFFORD, K. & MICHEL, J. W. 2014. Life happens and people matter: Critical 
events, constituent attachment, and turnover among part-time hospitality employees. 
International Journal of Hospitality Management, 38, 99-105. 
THANG, B. T. 2001. After the War: 25 Years of Economic Development in Vietnam. 
Commentary. http://www. nira. or. jp/past//publ/review/2000spring/06thang. pdf. 
THANG, L. C. & QUANG, T. 2005a. Antecedents and consequences of dimensions of human 
resource management practices in Vietnam. The International Journal of Human 
Resource Management, 16, 1830-1846. 
164 
 
THANG, L. C. & QUANG, T. 2005b. Human Resource Management Practices in a Transitional 
Economy: A Comparative Study of Enterprise Ownership Forms in Vietnam. Asia 
Pacific Business Review, 11, 25-47. 
THANG, L. C., ROWLEY, C., QUANG, T. & WARNER, M. 2007. To what extent can 
management practices be transferred between countries? Journal of World Business, 42, 
113-127. 
THANG, N. M. & POPKIN, B. 2004. Patterns of food consumption in Vietnam: effects on 
socioeconomic groups during an era of economic growth. European journal of clinical 
nutrition, 58, 145-153. 
THANG, N. N. & QUANG, T. 2007. International briefing 18: training and development in 
Vietnam. International journal of training and development, 11, 139-149. 
THOMAS, M. 2002. Out of control: emergent cultural landscapes and political change in urban 
Vietnam. Urban studies, 39, 1611-1624. 
TOWERS-WATSON 2012. Vietnam Labor Market Overview & Trends, Towers Watson's 
Seminar. Vietnam Labor Market Overview & Trends, Towers Watson's Seminar. Ho Chi 
Minh City, Vietnam. 
TRAN, V. T. 2013. Vietnamese economy at the crossroads: New doi moi for sustained growth. 
Asian Economic Policy Review, 8, 122-143. 
TRE, T. 2015. Vietnam’s regional minimum wages may rise 12.4% next year. Toui Tre News, 
9th March 2015. 
TRUONG, Q., VAN DER HEIJDEN, B. I. & ROWLEY, C. 2010. Globalisation, 
competitiveness and human resource management in a transitional economy: the case of 
Vietnam. International Journal of Business Studies, 18, 75-100. 
TUAN, H. A. 2012. Doi Moi and the remaking of Vietnam. Global Asia, 4. 
TUYEN, N. N. 1999. Transitional economy, technological change and women's employment: 
The case of Vietnam. Gender, technology and development, 3, 43-64. 
UKANDU, N. E. & UKPERE, W. I. 2013. Effects of Poor Training and Development on the 
Work Performance of the Fast Food Employees in Cape Town. Mediterranean Journal of 
Social Sciences, 4, 571. 
UNFPA 2011. ETHNIC GROUPS IN VIET NAM: An analysis of key indicators from the 2009 
Viet Nam Population and Housing Census. Ha Noi: UNFPA, the United Nations 
Population Fund. 
UPCHURCH, R. S., DIPIETRO, R. B., CURTIS, C. & HAHM, J. 2010. Research note: 
Organizational commitment in the restaurant industry. Journal of Foodservice Business 
Research, 13, 127-143. 
VAN GRAMBERG, B., TEICHER, J. & NGUYEN, T. 2013. Industrial disputes in Vietnam: the 
tale of the wildcat. Asia Pacific Journal of Human Resources, 51, 248-268. 
VASQUEZ, D. 2014. Employee retention for economic stabilization: A qualitative 
phenomenological study in the hospitality sector. International Journal of Management, 
Economics and Social Sciences, 3, 1-17. 
VISSAK, T. 2010. Recommendations for using the case study method in international business 
research. The Qualitative Report, 15, 370. 
VNS. 2014. Privatisation process of SOEs starts to speed up. Vietnam News, 5th Jan 2014. 
VNS. 2015. Banking sector reform: M&A boom expected. Vietnam News, 14th Jan, 2015. 
VO, A. & HANNIF, Z. 2012. The transfer of training and development practices in Japanese 
subsidiaries in Vietnam. Asia Pacific Journal of Human Resources, 50, 75-91. 
165 
 
VO, A. & STANTON, P. 2011. The transfer of HRM policies and practices to a transitional 
business system: the case of performance management practices in the US and Japanese 
MNEs operating in Vietnam. The International Journal of Human Resource 
Management, 22, 3513-3527. 
WAI, S. C. & ONG, L. D. 2014. Boundaryless career attitudes, employability and employee 
turnover: perspective from Malaysian hospitality industry. Research Journal of Applied 
Sciences, Engineering and Technology, 7, 2516-2523. 
WANG, X. An Analysis of the Cause of Employee Turnover Intention in Hotels.  Management 
and Service Science (MASS), 2010 International Conference on, 2010. IEEE, 1-4. 
WANG, Y.-L. & TRAN, E. 2012. Effects of cross-cultural and language training on expatriates’ 
adjustment and job performance in Vietnam. Asia Pacific Journal of Human Resources, 
50, 327-350. 
WARNER, M. 2013. Comparing human resource management in China and Vietnam: An 
overview. Human Systems Management, 32, 217-229. 
WEITZ, J. 1956. Job expectancy and survival. Journal of Applied Psychology, 40, 245. 
WEITZ, J. & NUCKOLS, R. C. 1955. Job satisfaction and job survival. Journal of Applied 
Psychology, 39, 294. 
WILDES, V. J. 2005. Stigma in food service work: How it affects restaurant servers' intention to 
stay in the business or recommend a job to another. Tourism and Hospitality Research, 5, 
213-233. 
WILDES, V. J. 2007. Attracting and retaining food servers: How internal service quality 
moderates occupational stigma. International Journal of Hospitality Management, 26, 4-
19. 
WILDES, V. J. 2008. Should I Stay or Should I Go? Motivation to Work in Foodservice. 
Journal of Foodservice Business Research, 11, 286-294. 
WILDES, V. J. & PARKS, S. C. 2005. Internal Service Quality: Marketing Strategies Can Help 
to Reduce Employee Turnover for Food Servers. International Journal of Hospitality & 
Tourism Administration, 6, 1-27. 
WOLFE, K. & KIM, H. J. 2013. Emotional Intelligence, Job Satisfaction, and Job Tenure among 
Hotel Managers. Journal of Human Resources in Hospitality & Tourism, 12, 175-191. 
WRIGHT, P. M. & MCMAHAN, G. C. 1992. Theoretical perspectives for strategic human 
resource management. Journal of management, 18, 295-320. 
YANG, J.-T. 2010. Antecedents and consequences of job satisfaction in the hotel industry. 
International Journal of Hospitality Management, 29, 609-619. 
YANG, J.-T., WAN, C.-S. & FU, Y.-J. 2012. Qualitative examination of employee turnover and 
retention strategies in international tourist hotels in Taiwan. International Journal of 
Hospitality Management, 31, 837-848. 
YAVAS, U., KARATEPE, O. M. & BABAKUS, E. 2013. Does hope buffer the impacts of stress 
and exhaustion on frontline hotel employees’ turnover intentions? Turizam: znanstveno-
stručni časopis, 61, 29-39. 
YIN, R. K. 2013. Case study research: Design and methods, Sage publications. 
ZHANG, H. X., KELLY, P. M., LOCKE, C., WINKELS, A. & ADGER, W. N. 2006. Migration 
in a transitional economy: Beyond the planned and spontaneous dichotomy in Vietnam. 
Geoforum, 37, 1066-1081. 
166 
 
ZHOU, J. Q. & HE, W. J. Female Employees’ Work Family Conflict and Job Satisfaction in 
Hospitality.  2014 International Conference on Global Economy, Finance and Humanities 
Research (GEFHR 2014), 2014. Atlantis Press. 
ZHU, Y. 2002. Economic reform and human resource management in Vietnam. Asia Pacific 
Business Review, 8, 115-135. 
ZHU, Y. 2005. The Asian crisis and the implications for human resource management in 
Vietnam. The International Journal of Human Resource Management, 16, 1261-1276. 
ZHU, Y. & VERSTRAETEN, M. 2013. Human resource management practices with 
Vietnamese characteristics: a study of managers’ responses. Asia Pacific Journal of 




Appendix 1: Individual Variables by literature A 














Effort Persistence polychronicity 
(Pizam and Thornburg, 
2000) 
v v v   v 
    
v       
(Nadiri and Tanova, 
2010) 
        v 
    
        
(Dipietro and Condly, 
2007) 
          
    
  v v   
(Shreedaran, 2010) v   v   v             
(Mohsin et al., 2013)       v               
(Maier, 2011) v                     
(Brown, 2011)       v               
(Lee and Way, 2010)         v v v         
(Blomme et al., 2010)     v                 
(Jang and George, 
2012)                     v 
(Severt et al., 2007) v     v               
(Wildes, 2005) v                     




























(Choi, 2006) v     v     v v 
(Chan and Kuok, 2011)       v         
(Lee et al., 2012) v             v 
(Pizam and Thornburg, 2000) v               
(Xiancheng, 2010)               v 
(Yang, 2010) v             v 
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(Vasquez, 2014) v       
(Gustafson, 2002) v     v 
(Qiu et al., 2014) v v     
(Mohsin et al., 2013) v       
(Brown, 2011) v       
(Lee and Way, 2010)       v 
(Lam, 2002) v       
(Tews et al., 2013)   v v   
(Robinson et al., 2014) v       
(Iverson and Deery, 1997)   v v   
(Su et al., 2011)   v     
(Cantrell and Sarabakhsh, 1991) v v v   
(Wildes and Parks, 2005) v v v   
(George, 1991)   v v   
(Tews et al., 2014) v       
(DiPietro and Milman, 2004) v v     
(Feeley et al., 2008) v       
(Krackhardt and Porter, 1986) v       
(Johnston and Spinks, 2013) v       
(Saporna and Claveria, 2013) v       




Appendix 3: Organizational Variables 
 






Communication  empowerment culture  socialization union 
loyalty 
(Lee et al., 2012) v             
(Pizam and Thornburg, 2000)   v           
(Xiancheng, 2010)   v v         
(Moncarz et al., 2009) v   v   v     
(Yang, 2010)         v v v 
(Kim and Jogaratnam, 2010)   v           
(Vasquez, 2014) v v v   v     
(Dipietro and Condly, 2007)   v           
(Gustafson, 2002)   v     v     
(Shreedaran, 2010) v             
(Qiu et al., 2014)   v           
(Mohsin et al., 2013)           v   
(Brown, 2011) v         v   
(Milman, 2003) v v v         
(Lee and Way, 2010) v             
(Lam, 2002)   v           
(Yang et al., 2012) v v v   v     
(Poulston, 2006)               
(Iverson and Deery, 1997)         v     
(Su et al., 2011)   v           
(Blomme et al., 2010b)   v           
(Batt et al., 2014)       v       
(Severt et al., 2007) v   v v v v   
(Wildes, 2007)         v     
(Cantrell and Sarabakhsh, 1991) v             
(Tews et al., 2013)   v     v     
(Wildes and Parks, 2005) v v v         
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(George, 1991) v v           
(Tews et al., 2014) v v           
(Wildes, 2008)         v     
(DiPietro and Milman, 2004)   v v         
(Peterson and Luthans, 2006)     v         
(Krackhardt and Porter, 1986)     v         
(Johnston and Spinks, 2013) v v   v v     
(Saporna and Claveria, 2013)     v         
(Subramanian and Shin, 2013) v v v         





















































(Lv et al., 2012)             v 
(Yang et al., 2012)             v 
(Dipietro and Condly, 2007)             v 
(Choi, 2006)     v         
(Chan and Kuok, 2011)       v       
(Pizam and Thornburg, 2000)   v     v   v 
(Xiancheng, 2010)             v 
(Moncarz et al., 2009) v             
(Yang, 2010) v           v 
(Lee et al., 2014)               
(Yavas et al., 2013)             v 
(Kim and Jogaratnam, 2010) v           v 
(Lee et al., 2011) v             
(Dipietro and Condly, 2007) v             
(Gustafson, 2002) v             
(Mohsin et al., 2013) v         v v 
(Brown, 2011) v v   v   v   
(Milman, 2003) v             
(Lee and Way, 2010) v             
(Yang et al., 2012) v v   v       
(Blomme et al., 2010) v             
(Iverson and Deery, 1997) v         v   
(Su et al., 2011)             v 
(Jang and George, 2012) v v           
(Blomme et al., 2010b) v             
(Batt et al., 2014)           v   
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(Severt et al., 2007) v v   v     v 
(Wildes, 2007) v             
(Cantrell and Sarabakhsh, 1991) v         v   
(George, 1991) v       v   v 
(Wildes, 2008) v             
(DiPietro and Milman, 2004) v       v     
(Krackhardt and Porter, 1986)               
(Johnston and Spinks, 2013) v             
(Saporna and Claveria, 2013) v             

































(Choi and Dickson, 2009)             v     
(Chan and Kuok, 2011) v       v         
(Lee et al., 2012) r r   v           
(Pizam and Thornburg, 2000) v v               
(Xiancheng, 2010) v v     v         
(Moncarz et al., 2009) v     v v v v v v 
(Vasquez, 2014) v     v     v     
(Gustafson, 2002) v       v         
(Shreedaran, 2010)           v v v   
(Qiu et al., 2014) v       v   v     
(Mohsin et al., 2013) v r               
(Brown, 2011) v       v   v     
(Milman, 2003)           v       
(Lee and Way, 2010) r r               
(Lam, 2002)             v     
(Yang et al., 2012) v v     v         
(Poulston, 2006)             v     
(Chiang et al., 2005)             v     
(Blomme et al., 2010) v     v v         
(Iverson and Deery, 1997) v       v         
(Su et al., 2011) v v     v   v     
(Batt et al., 2014) v v     v         
(Severt et al., 2007)                 v 
(Wildes, 2007) v v     v   v     
(Cantrell and Sarabakhsh, 1991) v       v v v     
(Wildes and Parks, 2005)                 v 
(Jung et al., 2010)                   
(George, 1991) v v               
(Tews et al., 2014)         v         
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(Wildes, 2008) v v     v   v     
(Aikens, 2012)                   
(Harris, 2010)                 v 
(DiPietro and Milman, 2004) v v   v v       v 
(Peterson and Luthans, 2006)     v             
(Hemdi and Nasurdin, 2006)         v v v   v 
(Saporna and Claveria, 2013) v   v   v         




































(Choi and Dickson, 2009)               
(Chan and Kuok, 2011)             v 
(Moncarz et al., 2009)       v       
(Nadiri and Tanova, 2010) v             
(Lee et al., 2014)   v v         
(Gustafson, 2002)         v     
(Yang et al., 2012)           v   
(Jung et al., 2010)   v           
(Aikens, 2012)   v           















Appendix 4: Pilot Survey Questions 
1. Individual factors      
1.1. Demography factor      
1.1.1. Age (Pizam and Thornburg, 2000)      
1) In what year were you born? (enter 4-digit birth year; for example, 1976)      
1.1.2. Marital status      
2) Which of the following best describes your current relationship status? (Pizam 
and Thornburg, 2000) 




d. Divorced e. 
Separated 
 





    
1.1.3. Gender (Pizam and Thornburg, 2000) 
 
     
3) What is your gender? a. male b. female    
1.1.4. Race (Ghiselli et al., 2001)      
4) What is your hometown? (dropdown 
list) 
    
5) Please describe your race/ethnicity. (dropdown 
list) 
    
1.1.5. Education level (Mohsin et al., 2013) 
 
     

























   
1.2. Job employment profile      
1.2.1. Length of service (employment) (Pizam and Thornburg, 2000)      
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7) About how long have you been working in the current company? (dropdown 
list) 
    
1.2.2. Level of employment      







c. Baker/ d. Trainee  














 j. Trainee     
1.2.3. Job category      








1.3. performance-related factor      
1.3.1. Job performance (Pizam and Thornburg, 2000)      
10)  Have you ever been selected as the employee of the year? a. yes b. no    
11)  how many times are you selected as ‘employee of the year? (dropdown 
list) 
    
12)  I get compliments from my manager frequently 1. never 2. rarely 3. every 






1.3.2. Job satisfaction (Autry and Daugherty, 2003)      
13)  I feel fairly satisfied with my present job. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
1.4. Psychological factor      
1.4.1. Intrinsic motivation       




2. disagree 3. neutral 4. agree 5. strongly 
agree 
15)  I feel like I am a good match for my organization. (Robinson et al., 2014) 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
1.4.3. Self-efficacy      
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16)  compared to other employees, I expect to do well on my performance 
evaluation. (Dipietro and Condly, 2007) 
1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
1.4.2. Subjective norms (Lam et al., 2002)      
17)  People who are most important to me think that I should quit my current job. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
1.4.4. Organizational commitment (Lee et al., 2012)      
18)  I often tell my friends that the company I work for is a very good one. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
1.4.5. Work-life balance       
19)  My job gives me enough time for family activities. . (Mohsin et al., 2013) 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
20)  My job gives me enough time to socialize. . (Mohsin et al., 2013) 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
1.4.6. Career development plan      
21)  I have a clear career goal. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
1.4.7 Convenience factor      
22)  I chose this job because it is close from my house. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
2. Team factors      
2.1. Relationship quality  (Lee et al., 2012)      
23)  Coworkers are friendly. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
24)  I have good interactions with my supervisors. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
2.2. Coworker emotional support  (Tews et al., 2013a)      
25)  My coworkers take a personal interest in me. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
2.3. Coworker instrumental support  (Tews et al., 2013a)      
26)  My coworkers help me out when things get demanding. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
2.4. Department / team  (Lee and Way, 2010)      





3. Organizational factors      
3.1. Working environment      
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3.1.1. work environment      
28)  My job provides a pleasant working environment. (Brown, 2011) 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
29)  The facilities at my organization is in keeping with the type of services expected 
of me. (Wildes and Parks, 2005) 
1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
3.1.2. Management support      
30)  When I have problems, my managers show a sincere interest in solving it. 
(Wildes and Parks, 2005) 
1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
31)  I can trust managers at my organizations. (Wildes and Parks, 2005) 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
3.1.3. Communication      
32)  Senior management practices open communication and sharing of information 
with employee. (Moncarz et al., 2009) 
1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
33)  My company celebrates work achievement. E.g. public recognition for 
outstanding results and employees of the month programs. (Tews et al., 2013b) 
1. never 2. rarely 3. every 






3.2. Job quality      
3.2.1. Job design / flexibility  (Hackman and Oldham, 1974)      
34)  My job requires me to do many different things, using a number of different 
skills and talents.  
1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
35)  I receive frequent feedback from my manager. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
3.2.2. Job / employment status      
36)  Type of job contract a. part-time b. full-time    
3.2.3. Job security      
37)  my job is very secure. (Mohsin et al., 2013) 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
38)  My company provides long term career vision to me. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
3.2.4. Job stress (Mohsin et al., 2013)      
39)  Job-related problems keep me awake all night. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 




2. disagree 3. neutral 4. agree 5. strongly 
agree 
3.3. Compensation / reward factor      
3.3.1. Salary / benefit / incentives (Lee et al., 2012)      
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41)  I am very satisfied with my salary. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
3.4. Other HRM factors (Moncarz et al., 2009)      
3.4.1. Promotion / development      
























3.4.2. Performance appraisal      














3.4.3. Training (Moncarz et al., 2009)      
























3.5. Organizational culture (value)      
3.5.1. Procedural / distributional / interactional justice (culture) (Nadiri and Tanova, 
2010) 
     
47)  There are fair rewards with regard to responsibilities in my establishment. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
48)  My establishment is listening to others before decision making. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
49)  people are treated consistently in my establishment. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
3.5.2. Ethic (Lee et al., 2014b)      
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50)  My organization follows ethical standards and policies. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
3.5.3. Customer centeredness (Moncarz et al., 2009)      
51)  We have customer-quality assurance goals that are communicated to employees. 1. strongly 
disagree 
2. disagree 3. neutral 4. agree 5. strongly 
agree 
4. Turnover intention      




2. disagree 3. neutral 4. agree 5. strongly 
agree 
53) I intend to quit my current job. (Lee et al., 2012) 1. strongly 
disagree 






Appendix 5: Survey invitation letter 
 
Edinburgh Business School 
 
10th Jan 2016 
Han Jung Woo 
307 Nguyễn Trọng Tuyển, 10, Phú Nhuận, Hồ Chí Minh, Vietnam 
 
Dear Participants: 
I am writing on behalf of the Edinburgh Business School to request your help with an important 
project. As part of my doctor of business administration (DBA) program I’m conducting a survey of 
XYZ Bakery Vietnam to ask about ‘reasons for employee turnover intention’. 
Let me introduce first. I’m Han Jung Woo (Mr.) currently teaching business programs at University of 
Sunderland, PSB College and Keuka College. Also, at the time I’m taking a DBA program from 
Edinburgh Business School to understand employee turnover issues in food & beverage industry in 
Vietnam. 
As part of the DBA program, you were selected to be part of this project because you are an employee 
of XYZ Bakery Vietnam and this research project focus on a case study of the store employees. I know 
that you are busy for work, but I hope that you will take just a little time to participate in this brief web 
survey created by me for the DBA program. 
To complete the survey online, please go to the URL below  
(www.xxx.xxx).  
You can only participate the survey once. If you do not have access to the internet, or prefer to answer 
the questionnaire on paper, you may request a paper survey by sending an e-mail to 
cargoxxx@gmail.com or calling 098 595 xxxx. 
As a token of our appreciation for your participation in this important study, upon receipt of your 
completed questionnaire, 50,000 VND will be donated to UNICEF for children in need.  
Your answers will be completely confidential. Your answer and identity won’t show up in the result. 
In other worlds, XYZ Bakery management won’t be able to see any individual identify in the results, 
but only summary of results will be provided by a summary format, so again no one will link you to 
your responses.  
Thank you in advance for your participation in this important project. If you have any questions about 
the administration of the survey, please contact Han Jung Woo at cargoxxx@gmail.com or 098 595 
xxxx. 
Sincerely, 
Han Jung Woo, Lecturer 
University of Sunderland / Keuka College / PSB College 
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Appendix 6: Scatterplot between factor and Turnover Intention 
   
age marital status gender 
   
race education level length of service 
   
level of employment job category job performance 
   
job satisfaction intrinsic motivation self-efficacy 
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subjective norms organizational commitment work-life balance 
   
career development plan convenience factor relationship quality 
   






work environment management support Communication  
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Culture / socialization job design / flexibility job / employment status 
   
job security job stress salary, benefit, incentive 
   
promotion, development performance appraisal training 
   
justice ethic customer centeredness 
   
Individual-related factor Team-related factor Organization-related factor 
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Appendix 7: Factors on Three Levels 
Factor 
code 








F2 Marital Status Q2 
 
F3 Gender Q3 
 




F5 Education Level Q6 
 
F6 Length of Service Q7 
 
F7 Level of Employment Q8 
 
F8 Job Category Q9 
 




F10 Job Satisfaction Q13  
F11 Intrinsic Motivation Q14  
Q15  
F12 Self-Efficacy Q16 Eliminated 
F13 Subjective Norms Q17  
F14 Organizational Commitment Q18  
F15 Work-Life Balance Q19 Eliminated 
Q20 Eliminated 
F16 Career Development Plan Q21 Eliminated 
F17 Convenience Factor Q22 Eliminated 
F18 Team (TF) Relationship Quality Q23  
Q24  
F19 Coworker Emotional Support Q25  
F20 Coworker Instrumental Support Q26  
F21a Department / Team Q27  
F22b Store Q28 Added 
F22 Organizationa
l (OF) 
Work Environment Q29  
Q30  
F23 Management Support Q31  
Q32  
F24 Communication  Q33  
F25 Culture / Socialization Q34  
F26 Job Design / Flexibility Q35  
Q36  
F27 Job / Employment Status Q37 Eliminated 




F29 Job Stress Q40 Eliminated 
Q41 Eliminated 
F30 Salary, Benefit, Incentive Q42  
F31 Promotion, Development Q43  
Q44  
F32 Performance Appraisal Q45  
F33 Training Q46  
Q47  
F34 Justice Q48  
Q49  
Q50  
F35 Ethic Q51  
F36 Customer Centeredness Q52  






















Appendix 8: DEF Café Measurements 
Question Factor   Category 
1) Given the opportunity, I tell others 
great things about working here 
F14 Organizational Commitment Organizational 
2) I would, without hesitation, 
recommend this Company to a friend 
seeking employment 
F14 Organizational Commitment Organizational 
3) This Company inspires me to do 
my best work every day 
F11  Intrinsic Motivation Individual 
4) This Company motivates me to 
contribute more than is normally 
required to complete my work 
F11  Intrinsic Motivation Individual 
5) I rarely think about leaving this 
Company to work somewhere else 
TI  Turnover Intention Turnover 
6) It would take a lot to get me to 
leave this Company 
TI  Turnover Intention Turnover 
7) I see strong evidence of effective 
leadership from senior leaders 
F23  Management Support Organizational 
8) Senior leaders are responsive to 
partners' ideas and concerns 
F24  Communication  Organizational 
9) Senior leaders communicate a 
clear picture of the direction 
Starbucks is heading 
F24  Communication  Organizational 
10) In this Company, senior leaders 
are open and honest in 
communication 
F24  Communication  Organizational 
11) My direct supervisor / manager 
provides the support I need to 
succeed 
F20  Coworker Instrumental Support Team 
12) I am comfortable approaching my 
direct supervisor / manager with my 
problems or questions 
F20  Coworker Instrumental Support Team 
13) My direct supervisor / manager 
shows a sincere interest in me as a 
person, not just an employee 
F19  Coworker Emotional Support Team 
14) My direct supervisor / manager 
listens to my suggestions and ideas 
F18  Relationship Quality Team 
15) My direct supervisor / manager 
ensures I receive the information  
(e.g. new products, policies, 
promotions) I need to serve our 
customers 
F20  Coworker Instrumental Support Team 
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16) My direct supervisor / manager 
supports and encourages my 
development 
F19  Coworker Emotional Support Team 
17) My direct supervisor / manager 
provides the time and support I need 
to develop my coffee knowledge 
F20  Coworker Instrumental Support Team 
18) My direct supervisor / manager 
provides coaching and effective 
feedback on my performance 
F20  Coworker Instrumental Support Team 
19) My partners at store / in my team 
respect my thoughts and feelings 
F19  Coworker Emotional Support Team 
20) My relationships with my 
customers are rewarding 
F36  Customer Centeredness Organizational 
21) I have the authority to make 
decisions necessary to meet the needs 
of the customers I serve 
F26  Job Design / Flexibility Organizational 
22) We are responsive to the 
changing needs of our customers 
F36  Customer Centeredness Organizational 
23) I am treated like a valued 
member of this Company 
F25  Culture / Socialization Organizational 
24) This Company is considered one 
of the best places to work 
F10  Job Satisfaction Individual 
25) Our HR practices create a 
positive work environment for me 
F22  Work Environment Organizational 
26) Overall communication at this 
Company is effective 
F24  Communication  Organizational 
27) The way we manage performance 
here keeps me focused on achieving 
this Company’s goals 
F32  Performance Appraisal Organizational 
28) The way my performance is 
measured seems fair to me 
F34  Justice Organizational 
29) This Company delivers on the 
promises it makes to its employees 
F34  Justice Organizational 
30) We have a work environment that 
is open and accepts individual 
differences 
F25  Culture / Socialization Organizational 
31) This Company provides the 
support I need to develop ideas that 
will help make it more successful 
F23  Management Support Organizational 
32) Our Company recognizes the 
need to balance social, environmental 
and financial responsibilities 
F35  Ethic Organizational 
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33) I am paid fairly for the 
contributions I make to the 
Company’s success 
F30  Salary, Benefit, Incentive Organizational 
34) Overall, my benefit plan meets 
my needs well 
F30  Salary, Benefit, Incentive Organizational 
35) I receive appropriate recognition 
(beyond pay and benefits) for my 
contributions and accomplishments 
F32  Performance Appraisal Organizational 
36) I truly enjoy my day-to-day work 
tasks 
F10  Job Satisfaction Individual 
37) I get a sense of accomplishment 
from my work 
F9  Job Performance Individual 
38) The tools and resources I have 
allow me to be as productive as 
possible 
F22  Work Environment Organizational 
39) The work processes we have in 
place (cashiering, serving, product 
receiving and returning, product 
ordering, etc.) allow me to be as 
productive as possible 
F22  Work Environment Organizational 
40) My future career opportunities 
here look good 
F31  Promotion, Development Organizational 
41) I know what career opportunities 
are available to me in Starbucks 
F31  Promotion, Development Organizational 
42) This Company strongly supports 
the learning and development of its 
partners 
F33  Training Organizational 
43) This Company has an effective 
process to help me identify my 
development needs 
F31  Promotion, Development Organizational 
44) This Company allows me to 
apply my expertise and experience at 
work 
F26  Job Design / Flexibility Organizational 
45) The balance between my work 




Work Life Balance Individual 
46) The physical work environment 
at Starbucks is appropriate for the 
type of work I do 
F22  Work Environment Organizational 
47) Occupational health & safety are 
considered important in this 
Company 
F22  Work Environment Organizational 
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48) Hygiene and food safety are 
considered important in this 
Company 
F22  Work Environment Organizational 
49) Considering everything, I am 
satisfied with my work at Starbucks 
F10  Job Satisfaction Individual 
50) The Mission Statement and 
Guiding Principles provide 
meaningful direction for me in my 
job at Starbucks 
F24  Communication  Organizational 
51)  You have been working in the 
Company for: 
F6  Length of Service Individual 
51) Your age is: F1 Age Individual 
53) Your employment level is F7 Role Individual 




Table 11.8. Correlation Coefficient A 
  F9 F10 F11 F13 F14 F18 F19 F20 F22 F23 TI 
F9 1.000 .542** .310** -.208** .647** .207** .311** .138** .500** .305** -.512** 
F10 .542** 1.000 .569** -.329** .662** .448** .412** .366** .724** .621** -.678** 
F11 .310** .569** 1.000 -.212** .386** .465** .481** .471** .569** .552** -.532** 
F13 -.208** -.329** -.212** 1.000 -.380** -.192* -0.088 0.075 -.182* -.346** .490** 
F14 .647** .662** .386** -.380** 1.000 .308** .323** .229** .628** .509** -.588** 
F18 .207** .448** .465** -.192* .308** 1.000 .663** .693** .482** .527** -.369** 
F19 .311** .412** .481** -0.088 .323** .663** 1.000 .667** .444** .405** -.402** 
F20 .138** .366** .471** 0.075 .229** .693** .667** 1.000 .425** .435** -.323** 
F22 .500** .724** .569** -.182* .628** .482** .444** .425** 1.000 .656** -.629** 
F23 .305** .621** .552** -.346** .509** .527** .405** .435** .656** 1.000 -.584** 
F24 .415** .645** .558** -.377** .580** .513** .423** .407** .680** .768** -.623** 
F25 .608** .594** .404** -.353** .633** .376** .368** .277** .641** .576** -.606** 
F26 .493** .563** .438** -0.088 .550** .415** .383** .327** .599** .535** -.464** 
F28 .183* .518** .319** -.436** .519** .369** .161* 0.139 .506** .560** -.520** 
F30 .506** .671** .484** -.444** .588** .360** .342** .293** .679** .592** -.641** 
F31 .695** .650** .404** -.337** .668** .330** .384** .266** .630** .500** -.634** 
F32 .665** .620** .434** -.306** .653** .352** .387** .282** .653** .522** -.634** 
F33 .620** .593** .396** -.311** .647** .300** .347** .291** .646** .504** -.595** 
F34 .532** .647** .504** -.402** .619** .422** .430** .354** .699** .667** -.642** 
F35 .500** .600** .510** -.393** .641** .343** .384** .325** .674** .603** -.558** 
F36 .460** .483** .345** -.298** .569** .308** .298** .299** .531** .426** -.444** 
TI -.512** -.678** -.532** .490** -.588** -.369** -.402** -.323** -.629** -.584** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 
 
Table 11.9. Correlation Coefficient B 
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  F24 F25 F26 F28 F30 F31 F32 F33 F34 F35 F36 TI 
F9 .415** .608** .493** .183* .506** .695** .665** .620** .532** .500** .460** -.512** 
F10 .645** .594** .563** .518** .671** .650** .620** .593** .647** .600** .483** -.678** 
F11 .558** .404** .438** .319** .484** .404** .434** .396** .504** .510** .345** -.532** 
F13 -.377** -.353** -0.088 -.436** -.444** -.337** -.306** -.311** -.402** -.393** -.298** .490** 
F14 .580** .633** .550** .519** .588** .668** .653** .647** .619** .641** .569** -.588** 
F18 .513** .376** .415** .369** .360** .330** .352** .300** .422** .343** .308** -.369** 
F19 .423** .368** .383** .161* .342** .384** .387** .347** .430** .384** .298** -.402** 
F20 .407** .277** .327** 0.139 .293** .266** .282** .291** .354** .325** .299** -.323** 
F22 .680** .641** .599** .506** .679** .630** .653** .646** .699** .674** .531** -.629** 
F23 .768** .576** .535** .560** .592** .500** .522** .504** .667** .603** .426** -.584** 
F24 1.000 .658** .569** .590** .665** .620** .628** .621** .736** .675** .530** -.623** 
F25 .658** 1.000 .568** .429** .668** .789** .798** .749** .733** .643** .560** -.606** 
F26 .569** .568** 1.000 .328** .484** .591** .528** .573** .560** .635** .627** -.464** 
F28 .590** .429** .328** 1.000 .531** .545** .483** .491** .628** .588** .462** -.520** 
F30 .665** .668** .484** .531** 1.000 .684** .739** .660** .740** .638** .439** -.641** 
F31 .620** .789** .591** .545** .684** 1.000 .887** .861** .747** .662** .561** -.634** 
F32 .628** .798** .528** .483** .739** .887** 1.000 .824** .772** .656** .508** -.634** 
F33 .621** .749** .573** .491** .660** .861** .824** 1.000 .712** .677** .615** -.595** 
F34 .736** .733** .560** .628** .740** .747** .772** .712** 1.000 .736** .527** -.642** 
F35 .675** .643** .635** .588** .638** .662** .656** .677** .736** 1.000 .594** -.558** 
F36 .530** .560** .627** .462** .439** .561** .508** .615** .527** .594** 1.000 -.444** 
TI -.623** -.606** -.464** -.520** -.641** -.634** -.634** -.595** -.642** -.558** -.444** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 
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Table 11.11. Item-Total Statistics 
Factor Level Factor code Scale Mean if 
Item Deleted 









Alpha if Item 
Deleted 
Individual F9 14.7 34.541 .316 .108 .668 
F10 13.00 27.680 .559 .361 .562 
F11 12.3 35.071 .339 .164 .660 
F13 24.8 27.625 .401 .188 .647 
F14 13.3 27.433 .554 .347 .563 
Team F18 15.1687 11.419 .758 .585 .803 
F19 15.3200 12.084 .715 .512 .842 
F20 14.8201 12.502 .771 .599 .794 
Organizational F22 66.4371 413.801 .621 .478 .930 
F23 66.4944 391.258 .748 .698 .926 
F24 66.7882 377.382 .788 .721 .924 
F25 68.8089 375.908 .677 .545 .930 
F26 65.8925 433.177 .472 .336 .934 
F28 67.0605 407.948 .679 .512 .929 
F30 68.2357 394.146 .627 .465 .930 
F31 69.3893 377.428 .758 .725 .925 
F32 69.9124 381.002 .730 .742 .926 
F33 68.9666 375.776 .758 .680 .925 
F34 68.0494 388.766 .841 .744 .923 
F35 66.6449 391.705 .766 .672 .925 





Kruskal Wallis H Test 
 












Appendix 9: Merged Data Correlations Table 
  F9 F10 F11 F13 F14 F18 F19 F20 F22 F23 TI 
F9 1.000 .542** .310** -.208** .647** .207** .311** .138** .500** .305** -.512** 
F10 .542** 1.000 .569** -.329** .662** .448** .412** .366** .724** .621** -.678** 
F11 .310** .569** 1.000 -.212** .386** .465** .481** .471** .569** .552** -.532** 
F13 -.208** -.329** -.212** 1.000 -.380** -.192* -0.088 0.075 -.182* -.346** .490** 
F14 .647** .662** .386** -.380** 1.000 .308** .323** .229** .628** .509** -.588** 
F18 .207** .448** .465** -.192* .308** 1.000 .663** .693** .482** .527** -.369** 
F19 .311** .412** .481** -0.088 .323** .663** 1.000 .667** .444** .405** -.402** 
F20 .138** .366** .471** 0.075 .229** .693** .667** 1.000 .425** .435** -.323** 
F22 .500** .724** .569** -.182* .628** .482** .444** .425** 1.000 .656** -.629** 
F23 .305** .621** .552** -.346** .509** .527** .405** .435** .656** 1.000 -.584** 
F24 .415** .645** .558** -.377** .580** .513** .423** .407** .680** .768** -.623** 
F25 .608** .594** .404** -.353** .633** .376** .368** .277** .641** .576** -.606** 
F26 .493** .563** .438** -0.088 .550** .415** .383** .327** .599** .535** -.464** 
F28 .183* .518** .319** -.436** .519** .369** .161* 0.139 .506** .560** -.520** 
F30 .506** .671** .484** -.444** .588** .360** .342** .293** .679** .592** -.641** 
F31 .695** .650** .404** -.337** .668** .330** .384** .266** .630** .500** -.634** 
F32 .665** .620** .434** -.306** .653** .352** .387** .282** .653** .522** -.634** 
F33 .620** .593** .396** -.311** .647** .300** .347** .291** .646** .504** -.595** 
F34 .532** .647** .504** -.402** .619** .422** .430** .354** .699** .667** -.642** 
F35 .500** .600** .510** -.393** .641** .343** .384** .325** .674** .603** -.558** 
F36 .460** .483** .345** -.298** .569** .308** .298** .299** .531** .426** -.444** 
TI -.512** -.678** -.532** .490** -.588** -.369** -.402** -.323** -.629** -.584** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 




Appendix 10: Cronbach’s Alpha 
Item-Total Statistics for Merged Data 
Individual Factors: 
 Scale Mean if 
Item Deleted 







if Item Deleted 
F9 14.7 34.541 .316 .108 .668 
F10 13.00 27.680 .559 .361 .562 
F11 12.3 35.071 .339 .164 .660 
F13 24.8 27.625 .401 .188 .647 
F14 13.3 27.433 .554 .347 .563 
 
Team Factors 
 Scale Mean if 
Item Deleted 







if Item Deleted 
F18 15.1687 11.419 .758 .585 .803 
F19 15.3200 12.084 .715 .512 .842 
F20 14.8201 12.502 .771 .599 .794 
 
Organizational Factors 
 Scale Mean if 
Item Deleted 







if Item Deleted 
F22 66.4371 413.801 .621 .478 .930 
F23 66.4944 391.258 .748 .698 .926 
F24 66.7882 377.382 .788 .721 .924 
F25 68.8089 375.908 .677 .545 .930 
F26 65.8925 433.177 .472 .336 .934 
F28 67.0605 407.948 .679 .512 .929 
F30 68.2357 394.146 .627 .465 .930 
F31 69.3893 377.428 .758 .725 .925 
F32 69.9124 381.002 .730 .742 .926 
F33 68.9666 375.776 .758 .680 .925 
F34 68.0494 388.766 .841 .744 .923 
F35 66.6449 391.705 .766 .672 .925 




Appendix 11: Outer VIF Values 


































Appendix 12: Outer Weights by Bootstrapping 










F10 -> IF 0.509 0.508 0.061 8.291 0.000 
F11 -> IF 0.255 0.257 0.047 5.459 0.000 
F14 -> IF 0.305 0.303 0.070 4.361 0.000 
F18 -> TF 0.628 0.622 0.166 3.791 0.000 
F19 -> TF 0.421 0.422 0.134 3.148 0.002 
F20 -> TF 0.052 0.044 0.168 0.312 0.755 
F22 -> OF 0.374 0.373 0.058 6.399 0.000 
F23 -> OF 0.236 0.235 0.057 4.160 0.000 
F24 -> OF 0.027 0.031 0.064 0.426 0.670 
F25 -> OF -0.013 -0.015 0.061 0.212 0.832 
F26 -> OF 0.155 0.151 0.049 3.150 0.002 
F30 -> OF 0.178 0.174 0.059 2.998 0.003 
F31 -> OF 0.180 0.181 0.089 2.033 0.042 
F32 -> OF 0.090 0.088 0.081 1.111 0.267 
F33 -> OF -0.061 -0.060 0.071 0.853 0.394 
F34 -> OF 0.058 0.058 0.071 0.813 0.416 
F35 -> OF -0.016 -0.017 0.059 0.275 0.784 
F36 -> OF -0.001 -0.001 0.057 0.018 0.986 
F9 -> IF 0.154 0.151 0.055 2.824 0.005 














Appendix 13: Outer loadings 
  IF OF TF TI 
F10 0.925       
F11 0.682       
F14 0.823       
F18     0.943   
F19     0.869   
F20     0.794   
F22   0.904     
F23   0.812     
F24   0.806     
F25   0.741     
F26   0.709     
F30   0.812     
F31   0.784     
F32   0.785     
F33   0.742     
F34   0.841     
F35   0.747     
F36   0.613     
F9 0.681       





Appendix 14: Interviewee Demography 
No. Gender Year of 
Birth 
Education Ethnicity Marital 
Status 
Hometown Position Job Contract Length of 
Service (Month) 
1 Male 1997 High School Diploma  Kinh Single Đồng Tháp Assistant baker Full time  n.a.* 
2 Male 1989 2-Year College Kinh Single Thua Thien Hue Store manager Full time 12 
3 Male 1993 2-Year College Kinh Single Binh Duong Sales team leader Full time 18 
4 Female 1994 High School Diploma  Kinh Single HCMC Sales team leader Full time 48 
5 Male 1991 High School Diploma  Kinh Single Bac Giang Assistant baker Full time 3 
6 Female 1993 High School Diploma  Kinh Single HCMC Full time sales Full time 16 
7 Female 1994 High School Diploma  Kinh Single Lam Dong Sales team leader Full time 36 
8 Female 1993 2-Year College Chinese Single Trieu Chau, China Part time sales Part time 6 
9 Female 1995 High School Diploma  Kinh Single HCMC Part time sales Part time 20 
10 Male 1991 High School Diploma  Kinh Single Lao Cai Kitchen team leader Full time 60 
11 Female 1988 Middle School   Kinh Married Hai Duong Kitchen team leader Full time 48 
12 Male 1992 High School Diploma  Kinh Single Quang Nam Baker Full time 24 
13 Female n.a. n.a. n.a. n.a. n.a. HR manager Full time n.a. 
14 Female n.a. n.a. n.a. n.a. n.a. Assistant baker Full time n.a. 
15 Female n.a. n.a. n.a. n.a. n.a. Full time sales Full time 1 
16 Female n.a. n.a. n.a. n.a. n.a. Full time sales Full time 7 
17 Female n.a. n.a. n.a. n.a. n.a. Full time sales Full time 9 
18 Female n.a. n.a. n.a. n.a. n.a. Store manager Full time 24 
19 Female n.a. n.a. n.a. n.a. n.a. Sales team leader Full time  - 
20 Male n.a. n.a. n.a. n.a. n.a. Kitchen team leader Full time 48 
21 Female n.a. n.a. n.a. n.a. n.a. Part time sales Part time 7 
22 Female n.a. n.a. n.a. n.a. n.a. Assistant baker Full time n.a. 
*not available for confidential agreement
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Appendix 15: Kruskal Wallis H Test Result 
Case Null Hypothesis Test Sig. Decision 
XYZ Bakery The Distribution of TI is the same 
across categories of QA27 (Team). 
Independent-Samples 
Kruskal-Wallis Test 
.006 Reject the null 
hypothesis. 
XYZ Bakery The Distribution of TI is the same 
across categories of QA28 (Store). 
Independent-Samples 
Kruskal-Wallis Test 
.003 Reject the null 
hypothesis. 
ABC Café  The Distribution of TI is the same 
across categories of QA22 (Store). 
Independent-Samples 
Kruskal-Wallis Test 
.475 Retain the null 
hypothesis. 
DEF Café The Distribution of TI is the same 
across categories of QA54 (Store). 
Independent-Samples 
Kruskal-Wallis Test 
.002 Reject the null 
hypothesis. 
























Appendix 16: Correlations Comparison  
 Code XYZ Bakery ABC Café  DEF Café  
Job Performance F9 -.304** 0.107 -.464** 
Job Satisfaction F10 -.453** -.619** -.737** 
Intrinsic Motivation F11 -.285** -.310* -.665** 
Subjective Norms F13 .568** 0.245   
Organizational Commitment F14 -.576** -.368* -.504** 
Relationship Quality F18 -.187* -.383** -.474** 
Coworker Emotional Support F19 0.002 -0.218 -.559** 
Coworker Instrumental Support F20 0.103 -0.265 -.560** 
Work Environment F22 -.447** -.482** -.645** 
Management Support F23 -.547** -.502** -.650** 
Communication  F24 -.594** -.384** -.664** 
Culture / Socialization F25 -.428** -0.266 -.603** 
Job Design / Flexibility F26 -.237* -0.138 -.524** 
Job Security F28 -.541** -.456**   
Salary, Benefit, Incentive F30 -.502** -.453** -.591** 
Promotion, Development F31 -.444** -.380** -.640** 
Performance Appraisal F32 -.447** -.295* -.610** 
Training F33 -.487** -0.244 -.570** 
Justice F34 -.612** -.355* -.535** 
Ethic F35 -.468** -.334* -.469** 










Appendix 17: XYZ Bakery Correlations Table 
  F9 F10 F11 F13 F14 F18 F19 F20 F21a F22 F23 TI 
F9 1.000 .331** .215* -.261** .359** .309** .178* 0.075 0.082 0.154 .271** -.304** 
F10 .331** 1.000 .422** -.306** .464** .419** 0.141 0.173 .207* .590** .570** -.453** 
F11 .215* .422** 1.000 -0.129 .233** .379** .322** .333** -0.024 .372** .400** -.285** 
F13 -.261** -.306** -0.129 1.000 -.433** -0.153 -0.018 .211* -0.174 -.179* -.396** .568** 
F14 .359** .464** .233** -.433** 1.000 .301** 0.021 0.024 .268** .485** .618** -.576** 
F18 .309** .419** .379** -0.153 .301** 1.000 .422** .420** -0.048 .479** .449** -.187* 
F19 .178* 0.141 .322** -0.018 0.021 .422** 1.000 .443** -0.107 0.178 0.075 0.002 
F20 0.075 0.173 .333** .211* 0.024 .420** .443** 1.000 -0.095 .345** 0.158 0.103 
F21a 0.082 .207* -0.024 -0.174 .268** -0.048 -0.107 -0.095 1.000 0.110 .291** -.259** 
F22 0.154 .590** .372** -.179* .485** .479** 0.178 .345** 0.110 1.000 .605** -.447** 
F23 .271** .570** .400** -.396** .618** .449** 0.075 0.158 .291** .605** 1.000 -.547** 
F24 .205* .466** .384** -.438** .605** .328** 0.003 -0.033 .237** .550** .745** -.594** 
F25 0.153 .329** .346** -.423** .439** .194* -0.030 0.023 0.135 .411** .505** -.428** 
F26 .187* .351** .354** -0.062 .316** .291** 0.001 0.095 0.079 .361** .428** -.237* 
F28 .254** .518** .325** -.466** .507** .338** 0.169 0.063 0.112 .489** .520** -.541** 
F30 0.120 .446** .300** -.582** .485** 0.157 0.027 -0.056 .258** .365** .530** -.502** 
F31 .271** .492** .295** -.333** .437** 0.174 -0.014 0.055 .246** .408** .533** -.444** 
F32 .191* .447** .385** -.337** .460** .261** 0.000 0.089 .196* .388** .540** -.447** 
F33 0.169 .469** .356** -.362** .543** .288** 0.039 0.181 0.153 .489** .601** -.487** 
F34 0.171 .563** .357** -.472** .629** .219* 0.002 -0.030 .294** .553** .727** -.612** 
F35 .205* .519** .396** -.406** .635** .256** 0.066 0.097 .314** .569** .627** -.468** 
F36 0.041 .350** .226* -.341** .497** .256** 0.012 0.097 .229* .451** .495** -.453** 
TI -.304** -.453** -.285** .568** -.576** -.187* 0.002 0.103 -.259** -.447** -.547** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 




  F24 F25 F26 F28 F30 F31 F32 F33 F34 F35 F36 TI 
F9 .205* 0.153 .187* .254** 0.120 .271** .191* 0.169 0.171 .205* 0.041 -.304** 
F10 .466** .329** .351** .518** .446** .492** .447** .469** .563** .519** .350** -.453** 
F11 .384** .346** .354** .325** .300** .295** .385** .356** .357** .396** .226* -.285** 
F13 -.438** -.423** -0.062 -.466** -.582** -.333** -.337** -.362** -.472** -.406** -.341** .568** 
F14 .605** .439** .316** .507** .485** .437** .460** .543** .629** .635** .497** -.576** 
F18 .328** .194* .291** .338** 0.157 0.174 .261** .288** .219* .256** .256** -.187* 
F19 0.003 -0.030 0.001 0.169 0.027 -0.014 0.000 0.039 0.002 0.066 0.012 0.002 
F20 -0.033 0.023 0.095 0.063 -0.056 0.055 0.089 0.181 -0.030 0.097 0.097 0.103 
F21a .237** 0.135 0.079 0.112 .258** .246** .196* 0.153 .294** .314** .229* -.259** 
F22 .550** .411** .361** .489** .365** .408** .388** .489** .553** .569** .451** -.447** 
F23 .745** .505** .428** .520** .530** .533** .540** .601** .727** .627** .495** -.547** 
F24 1.000 .576** .362** .569** .543** .535** .557** .638** .765** .679** .532** -.594** 
F25 .576** 1.000 .220* .477** .551** .567** .676** .550** .619** .545** .445** -.428** 
F26 .362** .220* 1.000 .304** 0.164 .312** .288** .400** .407** .474** .458** -.237* 
F28 .569** .477** .304** 1.000 .534** .518** .512** .500** .639** .576** .437** -.541** 
F30 .543** .551** 0.164 .534** 1.000 .481** .581** .503** .662** .535** .374** -.502** 
F31 .535** .567** .312** .518** .481** 1.000 .790** .742** .650** .577** .372** -.444** 
F32 .557** .676** .288** .512** .581** .790** 1.000 .708** .619** .549** .364** -.447** 
F33 .638** .550** .400** .500** .503** .742** .708** 1.000 .663** .658** .560** -.487** 
F34 .765** .619** .407** .639** .662** .650** .619** .663** 1.000 .762** .569** -.612** 
F35 .679** .545** .474** .576** .535** .577** .549** .658** .762** 1.000 .638** -.468** 
F36 .532** .445** .458** .437** .374** .372** .364** .560** .569** .638** 1.000 -.453** 
TI -.594** -.428** -.237* -.541** -.502** -.444** -.447** -.487** -.612** -.468** -.453** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 




Appendix 18: ABC Café Correlations Table 
  F9 F10 F11 F13 F14 F18 F19 F20 F22 F23 TI 
F9 1.000 0.070 0.201 -0.069 0.054 0.031 0.139 0.057 -0.062 0.109 0.107 
F10 0.070 1.000 .547** -.322* .568** .475** 0.217 .493** .569** .446** -.619** 
F11 0.201 .547** 1.000 -.422** 0.187 .551** .489** .582** .511** .436** -.310* 
F13 -0.069 -.322* -.422** 1.000 -0.153 -0.267 -.289* -.336* -0.100 -0.099 0.245 
F14 0.054 .568** 0.187 -0.153 1.000 .421** 0.084 .341* .556** .497** -.368* 
F18 0.031 .475** .551** -0.267 .421** 1.000 .497** .650** .569** .543** -.383** 
F19 0.139 0.217 .489** -.289* 0.084 .497** 1.000 .457** .294* 0.132 -0.218 
F20 0.057 .493** .582** -.336* .341* .650** .457** 1.000 .312* .439** -0.265 
F22 -0.062 .569** .511** -0.100 .556** .569** .294* .312* 1.000 .551** -.482** 
F23 0.109 .446** .436** -0.099 .497** .543** 0.132 .439** .551** 1.000 -.502** 
F24 -0.060 .440** .528** -0.124 .372* .658** 0.266 .541** .471** .616** -.384** 
F25 0.072 0.279 0.099 -0.146 .340* 0.213 -0.048 0.146 0.194 .495** -0.266 
F26 0.275 -0.007 0.192 -0.068 0.171 .364* 0.162 0.238 0.113 .417** -0.138 
F28 0.022 .383** .327* -0.283 .449** .391** 0.122 .316* .450** .526** -.456** 
F30 -0.151 .632** 0.279 0.013 .424** .431** -0.012 .359* .503** .385** -.453** 
F31 0.028 .325* 0.108 -0.211 .364* 0.249 -0.107 0.206 0.258 .486** -.380** 
F32 -0.036 0.224 0.082 -0.141 0.266 0.206 -0.044 0.194 0.217 .520** -.295* 
F33 -0.237 .315* 0.165 -0.082 0.231 0.184 -0.084 0.248 .415** .455** -0.244 
F34 -0.101 .408** 0.250 -0.143 .309* .408** 0.051 .395** .374* .484** -.355* 
F35 -0.194 .316* .315* -.327* .416** .469** .456** .536** .371* .362* -.334* 
F36 -0.097 0.132 0.197 -0.133 0.256 0.217 -0.017 0.287 0.274 0.226 0.022 
TI 0.107 -.619** -.310* 0.245 -.368* -.383** -0.218 -0.265 -.482** -.502** 1.000 
 
**. Correlation is significant at the 0.01 level (2-tailed). 





  F24 F25 F26 F28 F30 F31 F32 F33 F34 F35 F36 TI 
F9 -0.060 0.072 0.275 0.022 -0.151 0.028 -0.036 -0.237 -0.101 -0.194 -0.097 0.107 
F10 .440** 0.279 -0.007 .383** .632** .325* 0.224 .315* .408** .316* 0.132 -.619** 
F11 .528** 0.099 0.192 .327* 0.279 0.108 0.082 0.165 0.250 .315* 0.197 -.310* 
F13 -0.124 -0.146 -0.068 -0.283 0.013 -0.211 -0.141 -0.082 -0.143 -.327* -0.133 0.245 
F14 .372* .340* 0.171 .449** .424** .364* 0.266 0.231 .309* .416** 0.256 -.368* 
F18 .658** 0.213 .364* .391** .431** 0.249 0.206 0.184 .408** .469** 0.217 -.383** 
F19 0.266 -0.048 0.162 0.122 -0.012 -0.107 -0.044 -0.084 0.051 .456** -0.017 -0.218 
F20 .541** 0.146 0.238 .316* .359* 0.206 0.194 0.248 .395** .536** 0.287 -0.265 
F22 .471** 0.194 0.113 .450** .503** 0.258 0.217 .415** .374* .371* 0.274 -.482** 
F23 .616** .495** .417** .526** .385** .486** .520** .455** .484** .362* 0.226 -.502** 
F24 1.000 .384** .377** .571** .502** .495** .369* .385** .498** .500** .412** -.384** 
F25 .384** 1.000 0.273 0.243 0.238 .698** .700** .573** .421** 0.288 0.293 -0.266 
F26 .377** 0.273 1.000 0.208 -0.008 0.231 0.137 0.064 0.122 0.237 0.199 -0.138 
F28 .571** 0.243 0.208 1.000 .430** .436** .314* .362* .489** .513** .505** -.456** 
F30 .502** 0.238 -0.008 .430** 1.000 .393** 0.246 .385** .381** 0.245 0.098 -.453** 
F31 .495** .698** 0.231 .436** .393** 1.000 .651** .606** .370* 0.267 .303* -.380** 
F32 .369* .700** 0.137 .314* 0.246 .651** 1.000 .721** .385** .349* 0.204 -.295* 
F33 .385** .573** 0.064 .362* .385** .606** .721** 1.000 .376** .385** .538** -0.244 
F34 .498** .421** 0.122 .489** .381** .370* .385** .376** 1.000 .555** .448** -.355* 
F35 .500** 0.288 0.237 .513** 0.245 0.267 .349* .385** .555** 1.000 .508** -.334* 
F36 .412** 0.293 0.199 .505** 0.098 .303* 0.204 .538** .448** .508** 1.000 0.022 
TI -.384** -0.266 -0.138 -.456** -.453** -.380** -.295* -0.244 -.355* -.334* 0.022 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 




Appendix 19: DEF Café Correlations Table 
  F9 F10 F11 F14 F18 F19 F20 F22 F23 TI 
F9 1.000 .601** .409** .532** .305** .400** .378** .539** .469** -.464** 
F10 .601** 1.000 .673** .625** .505** .591** .571** .785** .695** -.737** 
F11 .409** .673** 1.000 .490** .486** .558** .560** .696** .672** -.665** 
F14 .532** .625** .490** 1.000 .339** .430** .394** .532** .555** -.504** 
F18 .305** .505** .486** .339** 1.000 .840** .840** .522** .573** -.474** 
F19 .400** .591** .558** .430** .840** 1.000 .866** .606** .631** -.559** 
F20 .378** .571** .560** .394** .840** .866** 1.000 .588** .625** -.560** 
F22 .539** .785** .696** .532** .522** .606** .588** 1.000 .736** -.645** 
F23 .469** .695** .672** .555** .573** .631** .625** .736** 1.000 -.650** 
F24 .524** .742** .696** .540** .634** .679** .706** .804** .842** -.664** 
F25 .564** .743** .572** .547** .575** .665** .610** .746** .762** -.603** 
F26 .608** .701** .510** .551** .504** .570** .540** .678** .613** -.524** 
F30 .425** .699** .632** .438** .464** .521** .501** .753** .724** -.591** 
F31 .555** .780** .616** .486** .587** .694** .639** .734** .690** -.640** 
F32 .461** .708** .645** .430** .591** .674** .617** .807** .751** -.610** 
F33 .497** .654** .558** .454** .482** .608** .614** .701** .670** -.570** 
F34 .435** .632** .638** .420** .584** .659** .615** .721** .759** -.535** 
F35 .453** .610** .596** .484** .377** .481** .485** .680** .672** -.469** 
F36 .522** .518** .410** .470** .374** .448** .485** .512** .434** -.424** 
TI -.464** -.737** -.665** -.504** -.474** -.559** -.560** -.645** -.650** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 







  F24 F25 F26 F30 F31 F32 F33 F34 F35 F36 TI 
F9 .524** .564** .608** .425** .555** .461** .497** .435** .453** .522** -.464** 
F10 .742** .743** .701** .699** .780** .708** .654** .632** .610** .518** -.737** 
F11 .696** .572** .510** .632** .616** .645** .558** .638** .596** .410** -.665** 
F14 .540** .547** .551** .438** .486** .430** .454** .420** .484** .470** -.504** 
F18 .634** .575** .504** .464** .587** .591** .482** .584** .377** .374** -.474** 
F19 .679** .665** .570** .521** .694** .674** .608** .659** .481** .448** -.559** 
F20 .706** .610** .540** .501** .639** .617** .614** .615** .485** .485** -.560** 
F22 .804** .746** .678** .753** .734** .807** .701** .721** .680** .512** -.645** 
F23 .842** .762** .613** .724** .690** .751** .670** .759** .672** .434** -.650** 
F24 1.000 .766** .655** .713** .760** .794** .730** .758** .679** .468** -.664** 
F25 .766** 1.000 .691** .684** .721** .712** .702** .706** .641** .517** -.603** 
F26 .655** .691** 1.000 .569** .772** .600** .698** .578** .662** .709** -.524** 
F30 .713** .684** .569** 1.000 .656** .783** .603** .710** .599** .346** -.591** 
F31 .760** .721** .772** .656** 1.000 .746** .808** .686** .609** .554** -.640** 
F32 .794** .712** .600** .783** .746** 1.000 .677** .780** .630** .438** -.610** 
F33 .730** .702** .698** .603** .808** .677** 1.000 .634** .630** .506** -.570** 
F34 .758** .706** .578** .710** .686** .780** .634** 1.000 .661** .365** -.535** 
F35 .679** .641** .662** .599** .609** .630** .630** .661** 1.000 .476** -.469** 
F36 .468** .517** .709** .346** .554** .438** .506** .365** .476** 1.000 -.424** 
TI -.664** -.603** -.524** -.591** -.640** -.610** -.570** -.535** -.469** -.424** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 




Appendix 20: Path Analysis Result Comparison 
 Path Path Coefficients t-value 
XYZ Bakery TF → OF 0.396 3.757 
TF → IF 0.056 0.780 
TF → TI 0.171 2.584 
OF → IF 0.780 18.618 
OF → TI -0.483 3.526 
IF → TI -0.336 2.541 
ABC Café  TF → OF 0.715 8.009 
TF → IF 0.097 0.665 
TF → TI 0.106 0.627 
OF → IF 0.741 5.771 
OF → TI -0.538 1.962 
IF → TI -0.232 0.919 
DEF Café  TF → OF 0.746 15.437 
TF → IF -0.063 1.110 
TF → TI -0.135 1.554 
OF → IF 0.951 21.298 
OF → TI -0.002 0.011 
IF → TI -0.706 5.090 
 
Appendix 21: 𝑹𝟐 Comparison 
 OF IF TI 
XYZ Bakery 0.156 0.647 0.529 
ABC Café  0.512 0.662 0.445 




Appendix 22: Interviewee Demography 
No. Gender Year of 
Birth 
Education Ethnicity Marital 
Status 
Hometown Position Job Contract Length of 
Service (Month) 
22 Female n.a. n.a. n.a. n.a. n.a. Assistant baker Full time n.a. 
23 Female n.a. n.a. n.a. n.a. n.a. Barista  n.a. 
24 Female n.a. n.a. n.a. n.a. n.a. Assistant store 
manager 
Full time n.a. 
25 Female n.a. n.a. n.a. n.a. n.a. Barista Part time n.a. 
26 Male n.a. n.a. n.a. n.a. n.a. Barista Part time n.a. 
27 Male n.a. n.a. n.a. n.a. n.a. Barista Part time n.a. 
28 Female n.a. n.a. n.a. n.a. n.a. Supervisor Part time n.a. 
29 Female n.a. n.a. n.a. n.a. n.a. Sales staff Part time n.a. 
30 Female n.a. n.a. n.a. n.a. n.a. Sales staff Part time n.a. 
31 Female n.a. n.a. n.a. n.a. n.a. Sales staff Part time n.a. 




Appendix 23: Comparison Table 
 Code XYZ Bakery 
Merged Data 
ABC Café  DEF Café  
Job Performance F9 -.512** 0.107 -.464** 
Job Satisfaction F10 -.678** -.619** -.737** 
Intrinsic Motivation F11 -.532** -.310* -.665** 
Subjective Norms F13 .490** 0.245   
Organizational Commitment F14 -.588** -.368* -.504** 
Relationship Quality F18 -.369** -.383** -.474** 
Coworker Emotional Support F19 -.402** -0.218 -.559** 
Coworker Instrumental Support F20 -.323** -0.265 -.560** 
Work Environment F22 -.629** -.482** -.645** 
Management Support F23 -.584** -.502** -.650** 
Communication  F24 -.623** -.384** -.664** 
Culture / Socialization F25 -.606** -0.266 -.603** 
Job Design / Flexibility F26 -.464** -0.138 -.524** 
Job Security F28 -.520** -.456**   
Salary, Benefit, Incentive F30 -.641** -.453** -.591** 
Promotion, Development F31 -.634** -.380** -.640** 
Performance Appraisal F32 -.634** -.295* -.610** 
Training F33 -.595** -0.244 -.570** 
Justice F34 -.642** -.355* -.535** 
Ethic F35 -.558** -.334* -.469** 
Customer Centeredness F36 -.444** 0.022 -.424** 
**. Correlation is significant at the 0.01 level (2-tailed). 














Appendix 24-1: XYZ Bakery demography 
Among the respondents, 67.7% were female and 32.3% were male. The gender ratio is 
consistent with the population ratio in XYZ Bakery Vietnam (1:2, males to females). 67.7% of 
the respondents were under 25 years old and 27.6% were between age of 25 and 30. 95.3% were 
under 30 years old – only 4.7% were 31 years old or older. 84.3% of respondents were single and 
12.5% of them were only married or in a domestic partnership. 
 
Demography A 
Gender Response Count Response Percent 
Female 86 67.7% 
Male 41 32.3% 
Age     
19-21 38 29.9% 
22-24 48 37.8% 
25-27 24 18.9% 
28-30 11 8.7% 




Relationship status Response Count Response Percent 
Single 107 84.3% 
Married 12 9.4% 
Widowed 1 0.8% 
Divorced 2 1.6% 
Separated 1 0.8% 
In a domestic relationship or civil union 4 3.1% 
 
32.3% of the respondents were from HCMC and the majority was from rural area (i.e. Ho 
Chi Minh City and Ha Noi – the two biggest cities in Vietnam, 37.8%). Since 87% of XYZ 
Bakery stores are located in HCMC, the number shows a quite number of employees came from 
other regions to work in HCMC. 
The respondents were mostly homogenous race – Kinh (95.3%) and only 4.7% of them 
were Chinese-Vietnamese (Hoa). Vietnam consists of 54 ethnic groups and Kinh is a major 
219 
 
ethnicity (87% of population). Yet, Kinh dominates major cities as HCMC and Hanoi and the 
other 53 ethnic minorities – approximately 8 million people living in rural area. Thus, the 
response ratio of Kinh was reasonable to accept for further analysis.  
 
Demography C 
Hometown Response Count Response Percent 
Ho Chi Minh city 41 32.3% 
Ha Noi 7 5.5% 
Ba Ria - Vung Tau 9 7.1% 
Tay Ninh 4 3.1% 
Binh Thuan 3 2.4% 
Lam Dong 3 2.4% 
Dong Nai 15 11.8% 
Lao Cai 2 1.6% 
Ben Tre 3 2.4% 
Nghe An 2 1.6% 
Vinh Long 4 3.1% 
Dong Thap 3 2.4% 
Ninh Thuan 2 1.6% 
Dak Nong 2 1.6% 
Ha Nam 2 1.6% 
Nghe An 2 1.6% 
Hai Duong 2 1.6% 
An Giang 3 2.4% 
Binh Phuoc 2 1.6% 
Other 16 12.6% 
Race     
Kinh 121 95.3% 
Hoa 6 4.7% 
 
96.9% of the respondents at least finished high school diploma, and 33.1% studied in 
college / vocational school after high school. 29.1% of them got bachelor’s degree or higher. The 
majority (57.5%) worked in the company for less than 1 year and only 22.8% of them worked 
longer than 2 years in the company.  
57.5% of the respondents were from sales team and 36.1% were from production 
(kitchen) team. In particular, 30.7% and 24.4% were Sales and Assistant Baker while 11.0% and 
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10.2% were Store Manager and Sales Shift Leader, respectively. Most of the respondent worked 
on Flexible Shift. 
 
Demography D 
Education level Response Count Response Percent 
Secondary school  4 3.1% 
High school/ vocational high school 44 34.6% 
College diploma/ Vocational college diploma 42 33.1% 
Undergraduate degree 36 28.3% 
Post graduate  1 0.8% 
Length of service     
Less than 6 months 41 32.3% 
6 months - 1 year 32 25.2% 
1 - 2 years 25 19.7% 
longer than 2 years 29 22.8% 
 
Demography E 
Job role Response Count Response Percent 
Shift leader - kitchen 8 6.3% 
Assistant baker 31 24.4% 
Sales 39 30.7% 
Store Manager 14 11.0% 
Shift leader - sales 13 10.2% 
Head of kitchen 5 3.9% 
Accountant 2 1.6% 
Part-time sales 12 9.4% 
Assistant baker - Cake 1 0.8% 
Baker 1 0.8% 











Team Response Count Response Percent 
Kitchen 44 36.1% 
Sales 78 63.9% 
Shift     
Morning 36 28.3% 
Night 4 3.1% 




























Appendix 24-2: ABC Café Demography 
Demography 
Among the respondents, 61.7% were female and 38.3% were male. The gender ratio is 
consistent with the population ratio in ABC Café Vietnam and XYZ Bakery Vietnam (1:2, males 
to females). 80.9% of the respondents were under 25 years old and 12.8% were between age of 
25 and 30. 97.9% were under 30 years old – only 2.1% were 31 years old or older. The overall 
age distribution showsedthe staffs in ABC Café is younger than XYZ Bakery. 93.6% of 
respondents were single and 4.3% of them were only married. Accordingly, the respondents from 
ABC Café consisted of more singles compared to XYZ Bakery.  
 
Demography A 
Gender Response Count 
Response 
Percent 
Female 29 61.7% 
Male 18 38.3% 
Age   
19-21 24 51.1% 
22-24 14 29.8% 
25-27 6 12.8% 
28-30 2 4.3% 
31-older 1 2.1% 
 
Demography B 
Relationship status Response Count 
Response 
Percent 
Single 44 93.6% 
Married 2 4.3% 
Widowed 0 0.0% 
Divorced 1 2.1% 
Separated 0 0.0% 
In a domestic relationship or civil union 0 0.0% 
 
51.1% of the respondents were from HCMC. At the moment, there were 16 ABC Café 
branches in Vietnam and 11 of them are located in HCMC. The current study only conducted 
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based on the 11 stores in HCMC. In other words, 48.9% of the respondents were immigrants 
from rural area. to HCMC.  
The respondents were mostly homogenous race – Kinh (95.7%). Vietnam consists of 54 
ethnic groups and Kinh is a major ethnicity (87% of population). This number was consistent 
with XYZ Bakery. 
 
Demography C 
Hometown Response Count Response Percent 
Ho Chi Minh city 24 51.1% 
Long An 2 4.3% 
Ba Ria - Vung Tau 3 6.4% 
Tien Giang 3 6.4% 
Thai Binh 2 4.3% 
Dak Lak 2 4.3% 
Other 11 23.4% 
Race     
Kinh 45 95.7% 
Tay 1 2.1% 
Thai 1 2.1% 
 
All respondents at least finished high school diploma, and 21.3% studied in college / 
vocational school after high school. 57.4% of them got bachelor’s degree or higher. The majority 
(46.8%) worked in the company for less than 1 year and only 23.4% of them worked longer than 
2 years in the company.  
63.8% were part-time staffs while 17.0% and 8.5% were Team Leader and Store 
Manager, respectively. Most of the respondent (97.9%) worked on Flexible Shift. Compared to 











Education level Response Count Response Percent 
Secondary school  0 0.0% 
High school/ vocational high school 10 21.3% 
College diploma/ Vocational college 
diploma 10 21.3% 
Undergraduate degree 27 57.4% 
Post graduate  0 0.0% 
Length of service   
Less than 6 months 13 27.7% 
6 months - 1 year 9 19.1% 
1 - 2 years 14 29.8% 
longer than 2 years 11 23.4% 
 
Demography E 
Job role Response Count Response Percent 
Store manager 4 8.5% 
Assistant Store Manager  1 2.1% 
Assistant 0 0.0% 
Supervisor 1 2.1% 
Team leader 8 17.0% 
Full time staff 3 6.4% 
Part time staff 30 63.8% 
 
Demography F 
Shift Response Count Response Percent 
Morning 0 0.0% 
Afternoon 0 0.0% 
Night 1 2.1% 








Appendix 24-3: DEF Café Demography 
Demography 
In the annual report, only three basic information were collected including age, length of 
service and role / position.  According to the report, 78.9% of the respondents were under 26 
years old and 17.8% were between age of 26 and 30. Only 3.3% were 31 years old or older. the 
49.1% of the staffs worked in the company for less than 1 year and 50.9% of them worked longer 
than 1 year in the company. 24.9 % of them worked longer than 2 years. The majority of the 
respondents (63.5%) were barista and 24.3% were Shift Supervisor and 12.1% were Store 
Manager or Assistant Store Manager. 
To compared with XYZ Bakery and ABC Café, the overall respondents in DEF Café 
were younger and had longer length of service. 
 
Demography A 
Age Response Count Response Percent 
Less than 20 years old 18 10.0% 
20 to 25 years old 124 68.9% 
26 to 30 years old 32 17.8% 
31 to 40 years old 6 3.3% 
 
Demography B 
Length of service Response Count Response Percent 
3 months to less than half a year 37 20.4% 
Half a year to less than 1 year 52 28.7% 
1 to less than 2 years 47 26.0% 
2 to less than 4 years 43 23.8% 
4 to less than 6 years 2 1.1% 
 
Demography C 
Job role Response Count Response Percent 
Store Manager 20 11.0% 
Assistant Store Manager 2 1.1% 
Shift Supervisor 44 24.3% 




Appendix 25: Merged Data Correlations Table 
  F24 F25 F26 F28 F30 F31 F32 F33 F34 F35 F36 TI 
F9 .415** .608** .493** .183* .506** .695** .665** .620** .532** .500** .460** -.512** 
F10 .645** .594** .563** .518** .671** .650** .620** .593** .647** .600** .483** -.678** 
F11 .558** .404** .438** .319** .484** .404** .434** .396** .504** .510** .345** -.532** 
F13 -.377** -.353** -0.088 -.436** -.444** -.337** -.306** -.311** -.402** -.393** -.298** .490** 
F14 .580** .633** .550** .519** .588** .668** .653** .647** .619** .641** .569** -.588** 
F18 .513** .376** .415** .369** .360** .330** .352** .300** .422** .343** .308** -.369** 
F19 .423** .368** .383** .161* .342** .384** .387** .347** .430** .384** .298** -.402** 
F20 .407** .277** .327** 0.139 .293** .266** .282** .291** .354** .325** .299** -.323** 
F22 .680** .641** .599** .506** .679** .630** .653** .646** .699** .674** .531** -.629** 
F23 .768** .576** .535** .560** .592** .500** .522** .504** .667** .603** .426** -.584** 
F24 1.000 .658** .569** .590** .665** .620** .628** .621** .736** .675** .530** -.623** 
F25 .658** 1.000 .568** .429** .668** .789** .798** .749** .733** .643** .560** -.606** 
F26 .569** .568** 1.000 .328** .484** .591** .528** .573** .560** .635** .627** -.464** 
F28 .590** .429** .328** 1.000 .531** .545** .483** .491** .628** .588** .462** -.520** 
F30 .665** .668** .484** .531** 1.000 .684** .739** .660** .740** .638** .439** -.641** 
F31 .620** .789** .591** .545** .684** 1.000 .887** .861** .747** .662** .561** -.634** 
F32 .628** .798** .528** .483** .739** .887** 1.000 .824** .772** .656** .508** -.634** 
F33 .621** .749** .573** .491** .660** .861** .824** 1.000 .712** .677** .615** -.595** 
F34 .736** .733** .560** .628** .740** .747** .772** .712** 1.000 .736** .527** -.642** 
F35 .675** .643** .635** .588** .638** .662** .656** .677** .736** 1.000 .594** -.558** 
F36 .530** .560** .627** .462** .439** .561** .508** .615** .527** .594** 1.000 -.444** 
TI -.623** -.606** -.464** -.520** -.641** -.634** -.634** -.595** -.642** -.558** -.444** 1.000 
**. Correlation is significant at the 0.01 level (2-tailed). 




Appendix 26: Kruskal Wallis H Test 




























































Accuracy of job information 
Relationship quality 
Need-rewards match 
Comparisons to others 
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Role conflict,  
Promotional opportunity,  











Intent to leave 
